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Take a tour of your house
or apartment next Satur
day and see who can find
the most safety hazards.
Make it a family project to
fix them during everyone's
time off.

4. Grease build-up around
the stove. Clean it.
5. Potholders, cookbook,
towel on or near burners.
Move them.
8. Burned-out light bulbs,
especially in stairways and
Here are some clues to get entrances. Replace them.
you started:
7. Toys on the stairs,
skates in the hallway,
1. Loose carpet or stairs
and throw rugs that aren't shoes left where they were
taken off. Put them away.
secured. Nail them down
and Sf:CUre with tape. Use a. Emergency numbers for
non�k1d pads under rugs.
police, fire department,
Avoid sm�ll rugs at the
poison control center
tops of stairs.
written on the tele_phone
2. Frayed cords on things book in a drawer. Post
them on or next to every
like lamps, televisions,
food processors, and irons. phone.
Replace them and replace 9. A bundle of oily rags in
any cracked plugs.
the comer of the basement. Throw them out.
3. Cords out in the open
that could trip someon�.
TAKE A BITE OUT OF
No' Reroute around the penm�
·
··
eter of the room using ex®
tension cords.
t>
..,,
<,,.,11

au•

l more copies of Profile for your department? Contact Larry Williams in the Cor
e Mailroom by calling (904) 791-6335, or send your address changes to him at
Uverside Ave., IC Jacksonville, Florida, 32202.
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By Rejeanne Davis Ashley

� ately, I've been doing lots of
Mostly because I'm on
crutches and can't do anything else,
but partially because I received some
thought-provoking response cards
after last month's readership survey.
First, let me report that 95
percent of employees who responded
have a positive opinion of Profile and
think it meets their needs. The
features are generally considered
"interesting and easy to read and
related to corporate objectives." The
departments are seen as "relevant and
helpful," and the sidebars get votes
for being "concise and informative."
Of course, being only human, I
prefer to hear good news, so I'm
relieved that most of you who
responded are satisfied with Profile.
That doesn't mean that I'm just going
to share the good stuff with you. I
think some of the negative comments
are very valuable.
One reader, in particular, seems
troubled. He dismisses the bulk of
Profile as "useless," a "waste of
paper, ink and productive time for
the writer and reader." However, he
spends more than 15 minutes reading
each useless issue.
In thinking about this perplexing
irony, I feel compelled to suggest to
this unhappy person a pragmatic
place to put his magazine. You see,
the folks in the SWD building aren't
getting enough copies; I think the
perfect solution would be for him to
send his Profile there so they could
read it instead.
But after more reflection I
realized the situation had more than
one solution. In general, those who
complain the loudest do so because
they lack something I consider vital
to personal happiness: an outlet for
frustration. A voice. The sense that

I,,, thinking.

their opinion matters. Basic freedom
of speech.
I understand how easy it is to
lose perspective if, after repeated
attempts to communicate, you're met
with stony silence, unbudging
bureaucracy, or an uncaring, un
friendly ear.
So, unhappy reader, feel free to
share with me your frustrations. For
you and others like you who feel they
are not heard, I will introduce a
"letters" section in the next issue.
That way, you can get any negative
feelings out of your system, where
they can do nothing but harm if left
unpurged.
In the meantime, any of you who
are frustrated should take a hot bath
and a long nap and you'll feel better.
Really. I do this whenever I can.
Assuming I can't get my hands on
chocolate first.

I'm relieved that most of you
are satisfied. That doesn't
mean that I'm only going to
share the good stuff with you.
I think some of the negative
comments are very valuable.
There were, of course, many
other Thought-Provoking Comments
(TPCs) but one in particular is of real
concern to me and the company as a
whole. One reader thought some
articles were more relevant to "lower
level employees" vs "professional and
management-level employees."
My gut reaction was: well, that's
not true -- Profile is relevant to all
employees, no matter what their job
description is. But my initial response
misses the point. After thinking about
this comment for a few days, I
realized that reader's comment
signifies a deeper truth -- there is a
strong sense of "us" and "them" in
this organization that pits employees
against each other.
Perceptions of inequality --

mostly based on employmenl
-- do exist at BCB SF and the
extend far beyond the confirn
pages of an employee publici
At focus groups, in elevc
break, and in the courtyard, e
ees voice frustration with "us
"them" thinking, which, whe1
think about it carefully, only
us, individually and collectiv
I am encouraged that thi:
divisive mentality is on its Wi
As our work force changes w
times to reflect societal trend
think we will see less stratific
and much more cooperation.
Refusal to accept the ine
ity of change is dangerous, e,
deadly. Each of us must focu:
sights on working together m
moniously and with greater a
tion of individual skills and
strengths. We must place les�
emphasis on "levels" and mo1
emphasis on individuals.
Only by recognizing that
differences of opinion, experi
and expertise are valuble, not
excuse to "classify" people in
certain inflexible categories,
make the changes we need to
if we are to progress.
We are all relevant to thi
pany. ■
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IN THE SPOTLIGHT

ina E. Maher, Claims Service
Rep Trainee, 7T
e M. Maher, Claims Service
Rep Trainee, 7T
D. Mason, Computer Opera
tor, 8T
R. McMillin, Micrographics
Prod Clk, 4C
ara A. McQueen, Data Entry
Operator. SC
1iece C. Moore, Customer
Service Rep B, ST
elle Moore, Control Clerk B,
SWD
�dward R. Moranz, III
Jes M. Napier, Programmer
Analyt, l0T
•· Nelson, Claims Service Rep
Trainee, 4T
B. Onkst, Systems Analyst II,
HTF
thia D. Paschall, Customer
Service Rep B. 4T
C. Pascual, Medical Review
Analyst RN, ST

Cynthia E. Peacock, Claims Service
Rep Trainee, ST
Charles A. Pederson, Systems
Analyst II, 12T
Amanda L. Peery, Customer Service
Rep B, ST
Sandra Putnam, Customer Service
Rep B, ST
Giti B. Reavill, Assoc Programmer
Analyst, lOT
Edward P. Robinson, Jr., Sr Fin/
Op, Internal Audit, JPR
Angela M. Rooks, Secretary A, JPR
Victor J. Salzer, Systems Analyst II,
lOT
Dorcas L. Sizemore, Claims
Examiner B, TAM
Maggie J. Smith Dorman, Manager
MDSS Projects. GIL
Berri Smokes, Control Clerk A, 14T
Robin L. Stewart, Customer Service
Rep A, 19T
Alexander T. Suto, Methods Analyst
SR, 7C

FROM THE ToP
Sandra L. Taylor, Operations
Analyst II, HTF
Frederick C. Tims, Methods Analyst
II, 9C
Cynthia J. Vincent, U tilization
Review Coordinator, TAM
Queenie W. Walker, Acctg Clk.B,
llT
Kristi J. Walser, Customer Service
RepB, 7T
Donald R. Wells, Manager Em
ployee Relations, 1T
Janet S. Wells, Ind Benefit Coord.,
MIA
Brenda G. White, Micrographics
Prod Clerk, 4C
Donna J. Williams, Acctg Clerk B,
llT
Regina E. Williams, Acctg Clerk C,
2C
Shirley A. Winn, Housekeeper, IC
Robert L. Woodard, Customer
Service Rep B., ST
Sherri D. Woods, Group Acct
specialist, 6C I

:ne magazine readership survey conducted June 1990. Totals based on cards returned by July 20.*

o you find Profile informative?
Very informative Somewhat informative
46 percent
52 percent

Not very informative
2 percent

o you think the information in Profile is useful to you?

Very useful
32 percent

Not at all useful
1 percent

Somewhat useful Not very useful
7 percent
60 percent

low much time do you spend reading Profile?
5 minutes or less 6 to 10 minutes 11 to 15 minutes
27 percent
3 percent
36 percent

Not at all informative
0 percent

More than 15 minutes
34 percent

verall, do you like the editorial content, the illustrations and the photographs used in Profile?

Yes
95 percent

No
S percent

'hich category best describes your job level?
Exempt/professional
Non-exempt
42 percent
34 percent

Management
23 percent

Thanks to all who sent in response cards; your comments are very helpful and appreciated!
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Other (please specify)
1 percent

Winds Of Change
By Mike Johnson, vice president of Human Resources

Ahange is unsettling and even a

l.i' 1ittle alarming, but when

managed well, it can bring about im
provements that benefit all. That's
the aim of the Human Resource Im
provement Project (HRIP).
Back in March of 1990, a Task
Force consisting of members of
executive staff and the Human
Resources Division (HRD) got
together to discuss problems and
opportunities for improving the
management of the company's
human resources.
The Task Force carefully
examined the programs, policies and
practices already in place in the
Human Resource Division and
recognized that improvements could
be made. For example, there is a
need for supervisory training pro
grams, an enhanced performance
appraisal process and streamlining
the employment process.
Realizing the scope of the
problem was the easy part compared
to collecting all the information the
Task Force needed before initiating
change.
Data from 2 1 different sources -
approximately 350 to 400 people -
were collected, from the field,
executive staff, the Corporate Design
group, vice presidents, Market Seg
ment Teams and a cross section of
supervisors, managers and directors.
Compiling all that information
into manageable pieces was a

monumental task. However this data
has been invaluable to the Task
Force members, who studied it, dis
cussed it, tested it and validated it
over a period of weeks and with
assistance from other groups,
including operating management and
the Corporate Design group.
The depth of analysis conducted
gives us tremendous confidence that
we've identified the problems
accurately. Knowing this, we can
proceed with making the needed
improvements that will help us
provide the high-quality human
resource programs and services that
will enhance our competitiveness in
the marketplace.
We are now finalizing the
objectives for improvement. As we
work on defining the steps we need
to take, identifying who is respon
sible for each step, and begin
implementing the changes, we will
keep you informed of our progress.
We are commited to teaming up
with management to provide the kind
of work environment where we can
achieve our business goals and our
employees can meet their profes
sional goals.
This means growth, not stagna
tion; results oriented, not process
bound; risk taking, not problem

The HRIP Task Force care
fully examined the programs,
policies and practices already
in place in the Human Re
sources Division and recog
nized that improvements
could be made. We want to
provide the high-quality
human resource programs
and services that will enhance
our competitiveness in the
marketplace.
avoidance; innovation, not status
quo.
As a company, our success
depends on the skills and abilities
and attitudes of our employees. Our
values and beliefs and behaviors are
key factors to successfully managing
change, recognizing that change is
what progress is all about•

You'll notice the changes right away -- more efficient timesheets, a revised appli
cation for internal jobs, a new paycheck or no paycheck at all if you prefer Direct
Deposit.There's no question the new Payroll and Human Resource System proj
ect will benefit you. The only question is:

Are lrau
m,ss,an
Aeady?
Soon, very soon, the technology of the future -- an

employee information system -- will exist at your
fingertips.
The day will come when sophisticated computer
systems equipment at Blue Cross and Blue Shield of
Florida will keep track of employee progress in the
company for career pathing. Personal computer input
will replace hand-written job applications. And auto
mated job listings will replace bulletin board postings.
These and other futuristic changes will occur soon.
How soon? By the end of 1991.
The Payroll and Human Resource System (PHRS)
has made this new technology possible. PHRS is a
management and information system designed to
support the continued growth of Blue Cross and Blue
Shield of Florida. Its purpose is to help BCBSF
accomplish a better job of managing financial and
human resources. Launch date for the PHRS project
is this August.
By Virginia Crawford,
Public Relations Specialist
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Wilma S. Oglesby, Reimb. Comm.
15 �·ears
Spec. Med B,SWD
Bennie L. Osborne, Supv. Med B
Claims Processing, 14T
Jean E. Aman, Claims Service Rep
Rex P. Richard, Reimb. Comm.
IV,7T
Richard L. Harp, Info. Service
Spec. Med B,SWD
Terry L. Spicer, Customer Service
Analyst,9T
Rep. B, 19T
Diane S. Kirkland, Mgr. Oper/
Bruce J. Stark, Health Industry
Information Sup.,9C
Analyst, 18T
Mary A. Nutter, Field Svc. Rep.
Sherryl D. Taylor, Claims Service
Maj. Accts.,FIL
Carl B. Stone,Dir. PPO Admin. &
Rep. I,9C
Felita Y. Tutt, Claims Examiner A,
Support, JPP
16T
20 years
Mary A. Waite, Systems Analyst II,
lOT
Joanne Y. Ware, Claims Examiner
Vicki J. Bates, Administration
B, 16T
Spec.,MIA
Cynthia M. Washington, Corre
Maureena J. Brunty, Field
spondence Rep. B, SWD
Service Rep-HMO,ORL
Victoria L. Wiles, Claims Service
James A. Dundon, Technical
Rep. III,9C
Analyst II, lOC
Alice D. Williams, Claims Exam
iner B, 14T
Deborah F. Williams, Manager
Comp & Benefits OPS,lT
Jeffry R. Wollitz, Public Affairs
Specialist IV, 19T
Stephanie A. Wynn, Claims Exam
(Full-time employees hired
iner B, 16T
through June 15, 1990)

New
Employees

IO years
Gene A. Bacon, Safety & Security
Officer,lT
Elizabeth P. Boyd, Mgr EDP
Systems & Prog,lOC
Raquel Cortes, Customer Service
RepB,MIA
Cheryl G. Kirkland, Fraud &
Abuse,Analyst, SWD
Janet Morris, Mng Other Carrier
Liability,6T
Renee Rogers, RTI Clerk,JMA
Linda S. Sikes, Oper Analyst II,
15T

Mitchell Akins, Medical Analyst,
Med B Comm.,SWD
James J. Beck, Sr. Fin/OP Internal
Audit,3C
Luanne Bell Walker, Managed
Care Coordinator, UBM
Spencia K. Belton, Customer
Service Rep. B,5T
Michelle L. Bennett, Customer
Service Rep. A, 19T
Kristy E. Black, Claims Service
Rep. Trainee,4T
Cyndi A. Blackwell, Claims
Service Rep. Trainee,ST
Tracy A. Bordinat, Claims Service
Rep.B,4T

Carla L. Brinck, Customer
Aaron C. Brown, Customer
Rep A, 19T
JeanMarie D. Burke, Sr. Te
muncation Network Opr.,
Wendy S. Burris, Group 1
Specialist,6C
Karen A. C'!nedy, Clerk (
Stephanie R. Carter, Clerk 1
3T
Patricia A. Casado, Certifi
Nurse,HOSP,MIA
Judy A. Chapman, Secretary
Vera J. Christopher, Claims
Rep Trainee,5T
Pamela D. Connard, Claims
Rep Trainee,5T
James A. Conner, Supv Payr
Leah G. Cowen, Customer�
RepB,4T
Debbie L. Cox, Claims Servic
4T
Wendy L. Dennis, Customer
RepB,5T
Tracey D. Douglas, Image
Operator, SWD
Martin Dowda, Methods Ana
Julie D. Gay, Methods Analys
Marilyn J. Goralczyk, Micro.
Prod Clerk,4C
Nabet M. Gray, Clerk B,
Charles A. Hammaker, Jr.,
Security and Asset Protectic
Colleen A. Harper, Health I1
Analyst, UBM
Betty L. Henson, Claims Sen
Trainee,7T
Tara L. Irwin, Customer Sen
B, 5T
Joyce M. Jackson, Claims S
Rep Trainee, 5T
Dawn M. Jarrell, File Cler
Ethan Kurland, Sr Systems 1
lOC
Betty D. Lee, Customer Serv:
A, 19T
James D. Lyles, Programmer.
lOT
Continued o

ATTENTION
If your name, title or location is not correct. please contact HRIC directly or send the
changes in writine to me. This updated listing of anniversaries and new employees is J
vided on a monthly basis and is the most accurate data HRIC has available by ProfilE
publication deadline.
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FOR YOUR BENEFIT
Dispensary Services

:ponse to employee requests, improvements have been made in the
msary to provide for our dynamic employee population. In addition
: Dispensary located in the Riverside building, a Dispensary will be
ded at Freedom Commerce Centre. We currently are gathering
nation to respond to medical services needed at other locations.

msary Hours
1e Dispensary is open for routine visits Monday through Friday
9 a.m. to 12 noon. However, the Corporate Nurse, Brenda San
Short, is available from 8:30 a.m. to 5:30 p.m. weekdays for emer
es and appointments. She can also be reached at (904) 791-6438
g these hours.
!nsary Services
mtine care and consultation for employees is available in the
:nsary or by phone, weekdays from 9 a.m. until 12 noon. This
ies taking blood pressures, providing general health information,
onsulting with employees for health-related problems (generally
r illnesses such as colds or flu symptoms). We're not here to diag
conditions nor are we able to serve as a substitute for a visit to a
cian.
·gency Procedure
the case of serious injuries or illness (occurring at the Home
e) that require immediate attention, whether it be an employee,
mer or visitor, you should first contact Security, at ext. 1000.
'ity will respond to provide prompt assistance and will contact the
)rate Nurse. The Corporate Nurse, if available, will provide
1g assistance. If the situation requires additional medical care or if
is doubt about the condition of the injured or ill individual,
ity will contact 911. If you are in other office locations not
►rted by our Security staff you can get help in an emergency by
cting your local emergency assistance numbers.
�-related Injuries -- Non Emergency
juries (except those requiring emergency assistance as described
:) that occur in the workplace are to be reported to the Dispensary
� the hours of 8:30 a.m. to 5:30 p.m. The Corporate Nurse will
lete the necessary reports and file them with our Workers Compeninsurance carrier. If you are at the Home Office, the nurse will
rnvide an initial evaluation and first aid if required. If the injury
·es the evaluation of a physician or treatment beyond basic first
1e injured party is to go to a physician or facility (including
:ency rooms) of our choice. In the event that the Corporate Nurse
vailable for whatever reason (after-hours, off-site, handling
er emergency, etc.), notify Security and they will provide assisIn all situations, the injured individual is to receive the needed
:al attention.first, and then report to the Dispensary within the next
ng day so that timely follow-up can be completed.

e Note: Due to emergencies, situations will arise where we will be
e to provide the usual services. If you have any questions or
1ents about the Dispensary services or hours, please contact Brenda
R.N., ext. 6438 or Doug Green, ext. 6635.

LY 1990

IN THE SPOTLIGHT

Service
Anniversaries
The following employees (with
their job title and location noted)
are celebrating service anniversa
ries in July:
5 )'ears
Lila S. Bajalia, Secretary A, 1T
Jacqueline S. Barnhardt,
Sr. Operations Analyst, 7C
Anthony A. Benevento, Director
Customer Service, 5C
Annette E. Brew, Collection
Specialist, 11T
Cathy D. Bryan, Operations
Analyst I, 11T
Joseph W. Bryant, Regional
Marketing Director, FTL
Roy L. Christian, Jr., Claims
Examiner B, 17T
Luana L. Croll, Operations Analyst
11, RIV
Valencia A. Gallman, Correspon
dence Rep. B, SWD
Marcia P. Grange, Claims Exam
iner B, 16T
Carol D. Guthrie, Medical Staff
Asst., UBM
Anita K. Henderson, Claims
Examiner B, 17T
Margaret L. Ingram, Inst. Audit
Sys. Analyst, 2C
Valerie H. Jackson, Correspon
dence Rep. A, 19T
D. Elaine Kern, U nit Manager, GIL
Lisa C. King, Customer Service
Rep. A, 19T
Debra S. MacClennan, Dir. Rate
Rev. Audit, 18T
James A. Mandeville, Supv. Acctg.,
1 1T
Craig A. Mears, Health Industry
Analyst, HTF
Susan Monti, Manager U tilization
Management, HMO, TAM
Gregory C. Neeld, Claim Exam
iner, Med B, SWD
Leanne M. Ngo, Claim Examiner,
14T

"The core implementation -- the
basics -- will happen in August," said
Kathy Orr, director of Compensation
& Benefits. "What this sets us up for
in the future is exciting."
Some of the changes taking
place this August will be those to the
timesheet, payroll check and internal
application. New features to look for
include direct deposit, a user's
manual, and Employee Change
Notification (ECN) and Employee
Personal Status Change (EPSC)
forms, which together replace the
employee profile.

Training is an essential part
of the success for the Payroll
Human Resource System
project.
These changes are possible
because of the implementation
of a new computer system. This
system will allow PHRS "to better
integrate with other systems in the
company," and it will also show
"how one part of the company can
financially impact another," said Orr.
The advantage of having an new,
integrated system is that it "will help
the Human Resource Division, the
Finance Division and Information
Systems and Operations to work
more effectively together to better
serve the employees," said
Mike Butler, director of Finance
Systems Project
The current computer system is
more than 15 years old. And
although age is not synonymous with
inaccuracy, the investment in a new,
more sophisticated system was

considered essential to support the
continued growth of the company.
"This change grew out of the
company's need to do a better job of
managing financial and human
resources," said Bob Teal, Human
Resource project leader.
Indeed, this particular "launch"
is actually part of a much larger
mission -- the Human Resource
Improvement Project (see "Winds of
Change," page 3).
But the bottom line for the
PHRS changes is the emphasis on
better service to the customer -- that
means you.
"We're a service area and our
customers are the employees of Blue
Cross and Blue Shield of Florida,"

The bottom line for the
PHRS changes is the empha
sis on better service to the
customer -- that means you.
said Deborah Martin, manager of
Cash Receipts and Disbursements.
"That is the reason the whole
concept was developed. Our current
systems were outdated and could not
keep up with the needs of our
customers."
Phil Mobley, PHRS project man
ager, reinforced one of the advan
tages of the upcoming PHRS
changes.
"The advantage to the employ
ees is that we will be better able to
serve them with more timely report
ing," Mobley said. And timely
reporting is part of the superior cus
tomer service thatBCBSF strives for.
But timeliness begins with the em
ployees' understanding of the new

Payroll and Human Resource forms
and procedures.
"Employees have a responsibil
ity to help areas of Human Resource
and Payroll keep records as accurate
as possible," said Jane Fisher, Payroll
project leader.
The new forms should help to
maintain accurate, up-to-date records
because the employees will now have
the opportunity to complete some of
the information that, in the past, has
been completed by managers.
"The employees will have their

Employees will now have the
opportunity to complete some
of the information that, in the
past, has been completed by
managers.
own information sheet," said Butler.
"Personal information such as life
insurance, emergency information,
spouse information and various other
things will be on a separate sheet so
the employees can complete it and
send it in themselves."
Because there will be many
changes, training is an essential part
of the success for the PHRS project
During the training period, Aug. 117, testing of the new forms and
procedures is crucial. Members of
the project team request patience and
cooperation during this time.
"Expect some errors, but don't
get frustrated," said Mobley. "You
can compare testing with an expec
tant mother. It's a lot of work. But
in the end, we'll have a beautiful
baby."
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Left -- Team Blue Cross, bottom row L
R: Dexter Jackson, Curtis Wimberly,
Robert Owens, Doug Brown, Alden
Woodard, Kenny Purvis. Top row, L-R:
Darryl Smilh, Joseph Glover, Calvin
Hoch, Tony Sullivan, Rick. Sapp. Not
pictured: Bobby Wilson, l.Arry Bola,
Sean Mahoney, Billy Jones, Robert
Woodward, John. Keene.

EMPLOYEES ONLY

EDUCATION AN D
ELUCI DATION
FOR INQU IRING
M IN DS IN TH E
ORGAN IZATION

plastic bottles, billions of glossy mail
order catalogues are produced each
year, and some one billion individual
foil-lined boxes of juice, complete with
shrink wrapping and a plastic-encased
straw on the side, are purchased
annually.

Recycling
Makes Sense

A

By Susan Linze•

merica is suffering from a
severe case of consumption.
The cause? Convenience. A
disposable camera, fast food in a
Styrofoam container and a stack of
newspapers in the garage are all
the byproducts of our disposable
society.
The disease is filling landfills
across the country. The prognosis
for the planet F.arth has only
worsened. Global warming, acid
rain, deforestation, ozone deple
tion of fossil fuels and water
pollution are the more obvious
symptoms of an ill-nourished
earth.
Americans throw out approxi
mately 160 million tons of garbage
a year -- 3.5 pounds apiece each
day. We're facing a crisis of
staggering proportions -- but it
didn't happen overnight. Environ
mentalists first warned of it in the
1970s, but no one paid much
attention. People didn't care about
recycling; even if they did there
was not much of a market for
recycled goods.
In the meantime, the throw
away society grew more dispos
able. Glass has been replaced by
the more convenient squeezable
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What will change?
With one-third of the nation's
landfills approaching capacity within
two years, the Environmental Protec
tion Agency (EPA) has said that
whether people like it or not, recycling
will become a larger part of the
American lifestyle of the 1990s.
After the year 1992, the EPA will
define all landfills as hazardous waste
sites and require communities to install
groundwater monitors to regulate
seepage of potentially dangerous
substances into municipal water
supplies.
Call to action
It is time for Americans to develop
a social conscience and do their part to
protect the F.arth. Not so long ago,
Americans were quite capable of using
resources effectively. Remember the
saying, "U se it up, wear it out, make it
do or do without"?
We all have to return to this
preservationist philosophy. Conven
iences may seem to save us time and
money, but the hidden costs are deadly.

Recent statistics show that 80
percent of America's waste
goes into landfills. 11 percent
is recycled and 9 percent is
incinerated.
What can we do?
Recycling seems to be the most
promising solution to the garbage
overflow. Recycling saves energy,
thus reducing acid rain, global
warming and air pollution. Recycling
conserves valuable natural resources
and reduces landfill.
Moreover, there is an immediate
monetary reward for individuals who
recycle glass, paper, plastics, yard
waste, aluminum and other metals.
In 1988, recycling became a
$22-billion-a-year industry. Recy
cling redemption centers are rapidly
gaining popularity in local communi
ties. Aluminum recycling in the
U nited States is at an all-time high.
In 1988, 55 percent of all aluminum
cans -- 42.5 billion annually -- were
recycled by consumers.
More can be done, however.
Americans still throw out enough
aluminum every three months to
rebuild the nation's entire airline
fleet.
If the monetary reward is not
reason enough to take action, think
about the future generations of your
family. Shouldn't they enjoy the
same environment and resources you
enjoy today?
• Susan Linze prepared lhis article for R..ITE,
a weekly economic newsletter published by the
Adolph Coors Company.

Next time:
What is Blue Cross and Blue
Shield of Florida doing to
recycle? And how can you
participate?

Beww -- the Women's team, kneeling, left tc
right: Donna Martin, Nina Norman, Valaru
Smith, Cheryl Burr, Carol Berry, Vic/cit
Newkirk. and Debbie Eason. Standing, left t<.
right: Tammy Yale (coach), Tootie Pearson
Trish Smith, Lois Dowling, Lori A veriJt
Seprina Lewis, Debbie McLane (coach), Rik.
Wynn, Karen Sikora, Swsan Waltrip, Jae/cu
Crockett. Not pictured: Almeanor Glover

Softball
Champs
Women's Team
During the Memorial Day Weekend,
the Florida II Women participated in
the Blue Cross and Blue Shield
Southeastern Softball Tournament in
Jackson, Mississippi.
They lost their first game to the
South Carolina Plan, then battled
back and defeated South Carolina on
their second meeting.
They placed second in the two
day tournament after losing to the
Louisiana Plan. For more informa
tion about the team, call coach
Debbie McLane.
Men's Team
TeamBlue Cross kept a 12-year
winning streak alive as they went
undefeated at the annual BCBSF
Southeast Regional Softball tourna
ment in Jackson, Mississippi.
They defeated Blue Cross and
Blue Shield of South Carolina and
Blue Cross of Mississippi in late
innings with "come-from-behind"
victories.
In city league competition, they
are 17 and 3 and undefeated in
second-half competition. Currently,
they are preparing to compete for the
ISA Industrial National Champion
ship in Atlanta, Georgia on August
17-19.
For more information on Team
Blue Cross, call Rick Sapp.

Welcome!

O

By Mickey Rugg,
Manager of Engineering
and Building Services

n July 2, Andrea Russo became

ARA's new director of Food
Services in the home office. Russo
comes to us from Miami where she
spent the past four years as the
Dining Service Director in the
company headquarters of the Ryder
Corporation.
Russo's impressive experience
and service record began when she
joined ARA Corporation in October
1981. Her first assignment was
working in food services for the U ni
versity of North Carolina. Russo has
a B.S. degree in Food Service and
Housing Administration from

Pennsylvania State U niversity
We look forward to work
with her and hope she finds B:
Cross and Blue Shield of Flon
rewarding place to work.
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Heart At
Work

fime For
elebration

By Sue Anne Kever,
manager of Services & Administra
tion, Pensacola

ly Virginia Crawford,
blic Relations Specialist

� were good days. And there
·e bad days. But now, those
l in the Local Group Market
)ns Customer Alignment
rre celebrating. The region1 project, which began more
ear ago, is completed.
: twenty-seven members of
xt team enjoyed dinner,
· and praises at a recent
presentation.
� may have underestimated
ters, but we also found ways
ound and overcome them,"
n Oetjen, director of Private
s Operations for the West
region. "We're here to

Project team members, standing tall, L-R: Henry Douglas; Joel Smith; Marc Newton. Down a step
but still standing: Scott Bushnell; Sharon Massey; Pete Davis; Maureen Moore; Pat Blevins; Janet
Ghanayem. Silting: Susan I. Wallur; Jo-yce L. Bowman, Roberta Gillette, Karen Farmer.

celebrate the fact that the
regionalization was done and was
done successfully."
"Regionalization has helped us

Congratulations!

"Bonnie" Alumpe, a corre
ce representative in Med A,
w of her friends celebrate her
us as American citizen ...

LY 1990

Top photo, L-R:
Carol Paclc,
manager of Med B
Provider Relations;
Evelyn Colon;
Eubonia "Bonnie "
Alumpe; Anthony
Alumpe; Patty
Buffmgton, BoMie's
former job trainer;
Karen Zelenlcov,
director ofMed B
Correspondence.
Righi photo: BoMie
gets a hug from Patty
Buffington.

determine the different peaks of
telephone calls by area," said
Joyce Bowman, project leader and
project manager for West
Florida Operations. "This means we
can maximize resources and better
handle calls."
Though the project is finished,
the spirit apparent in the team's
slogan, "Moving Closer to the
Customer," is alive and well in the
hearts of each project member.
"Every one of us found the
regionalization to be exciting and
challenging," saidBowman. "It's one
of those things that's never been
done before, and it makes
you feel good knowing it can be done
with the help of a lot of good
people."

/ n the northwest region, we take
good health seriously. That's
why we've joined the "Heart at
Work" program of the American
Heart Association.
"Heart at Work" is a comprehen
sive health promotion package that
focuses on risk factor changes in the
workplace. It encourages positive
changes in attitude and behavior
regarding employees' health and
well-being. It teaches employees to
identify the warning signs of a heart
attack and stroke and tells them what
to do when the symptoms occur.
As employees of a health insur
ance company, we see the effects of
poor body maintenance every day. In
the claims we process, the customers
we talk to and the authorization we
give, one message is consistent: an
ounce of prevention is worth a pound
of cure.

Darlene McAllister and Diane Murray are enthusiastic about Pensacola's "Heart at Worlc" program.

In Pensacola, Darlene McAllis
ter, Field Group specialist and Diane
Murray, registrar, have taken on the
task of being our "heart at work" co
ordinators. They've distributed
posters and brochures to build
awareness and to promote classes on
heart disease and on CPR training for
infants. Future plans call for blood

MANAGER'S MEMO
Getting bad news to the boss

When you must deliver bad news to the boss, try these approaches:
• Remember that the sooner you get the news to the boss, the better.
• H possible, deliver the news in person. This allows you to straighten
out misperceptions.
• Put the bad news up front
• Lay out the facts, offer alternative courses of action and explain your
choice.
• Don't go ahead with a key decision without the boss's approval. Guard
against giving the impression that you're taking over the boss's job.
• Don't blame others if it's your fault. Share information from all
sources who were involved in the problem. Explain if you're merely
serving as the messenger.
• After getting the boss's reactions, share needed information with peers
as soon as possible.
• After the problem is resolved, send a memo detailing what was done
and how the problem can be avoided next time.
Source: Walter Kiechel III, reporting in Fortune, Time & Life Building, Rockefeller Center,
New Yorlc, NY 1 0020.

pressure and cholesterol checks,
exercise and fitness programs and
stress reduction and smoking cessa
tion classes.
Participating in this program is
one way we can take responsibility
for our health. By reducing or
eliminating the risk factors that could
cause a heart attack or stroke, we can
lead healthier lifestyles.
We plan to take this program
one step further...to our families.
Sharing this education and knowl
edge with them has many advan
tages. Not only will we reduce our
family medical expenses, we will
also improve the quality of life of
each of our loved ones.
Another possibility that would
be mutually beneficial is to provide
this education for the groups we
insure.
If you're interested in the "Heart
at Work" program, contact your local
heart association for information.

�t«hai
HEART AT WORK
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Calling All
Volunteers

C

The Dirty
Dozen
Graduate

EMPLOYEES ONLY

By April McDougall,
Public Relations Intern

aring. That's what Blue Cross
and Blue Shield of Florida is all
about. Taking time out of our usual
busy lives to help someone a little
less fortunate than we are. Unfortu
nate! y, we seem to get so caught up
in our daily routine that we often
forget those who are in need of a
little extra attention.
Though many of you are familiar
with and involved in our Corporate
Caring program, we still need new
faces and extra hands.
Corporate Caring, a program
sponsored by the Mayor's office, en
courages major corporations to adopt
one of the city's retirement living fa
cilities. "Adopt" does not mean a
corporate contributions program.
The program presents an opportunity
for employees to invest their time,
skills or abilities in making a positive
difference in the lives of the residents
of a selected retirement facility. The
program seems to be mutually re
warding. Employees derive as much
benefit from the interpersonal sharing
and commitment as do the senior
citizens.
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Blue Cross and Blue Shield of
Florida adopted the Cathedral
Townhouse, located at 501 Ocean
Street, in November of 1983. Since
then, employees of Blue Cross and
Blue Shield of Florida have touched
the lives of several hundred Cathe
dral residents. Various events
sponsored by Blue Cross and Blue
Shield of Florida include Labor Day
and Grandparents Day barbecues,
Halloween parties, Thanksgiving
dinners, Christmas parties, lunch
eons, Sunday dinners and other
rewarding events and activities.
At the start of our Corporate
Caring program, energies were high
and employee involvement and par
ticipation exceeded our expectations.
The spirits of 200 Cathedral
Townhouse guests were boosted to
an all-time high, and Blue Cross and
Blue Shield of Florida employees

who participated were just as thrilled
as those whose lives they touched.
The problem we are facing now
is, what has happened to our Corpo
rate Caring program? Where are all
of our energetic employees? It's now
time to make a difference. Blue
Cross and Blue Shield of Florida
would like to "revitalize" our
Corporate Caring program and show
the residents of Cathedral
Townhouse they have not been
forgotten. To do this, we need those
committed, energetic Blue Cross and
Blue Shield of Florida employees to
volunteer for our next Townhouse
event
For more information on the
Corporate Caring program, call Pat
Fitzpatrick at 79 1-8 1 2 1 . And com
plete the enclosed reply card on
volunteerism -- we need you!

Cartoon Caption Contest

Scott Bushnell, director of Private Business Operations for the North
west region, is also an accomplished cartoonist. All this cartoon needs
is a caption. Can you think of one? Submit your ideas, with your name,
department and phone number clearly marked, to "Cartoon Caption
Contest," c/o Profile, 3C, 532 Riverside Ave., Jacksonville Florida,
32205. The winner will receive a stunning thermos and tote bag.
Contest deadline is August 15, 1990.

By Misti Roshto and James McRae

r

er 18 weeks, we ate, breathed
d slept COBOL (if you're not
_an
familiar with computers, that's an
acronym for COmmon Business
Oriented Language.) We are now in
the process of getting reacquainted
with our families, restocking our
pantries with groceries and washing
the mounds of laundry that accumu
lated as we juggled work and class.
We spent many late nights strug
gling with COBOL, inspired by the
pineapple book .... wondering if we
would really make it. Our thanks to
Jim McRae and Dan Page, Jim's
assistant for the class, for all their en
couragement and support. They were
right -- we made it. What a relief!
CLOSE FILES. STOP RUN.
GIVE US A BREAK!
Signed,

Dirty Dozen gradwites,fro,u row, L-R: Andrl!IJ Jeffery; Remel Howard; Misti Roshto; E
Newby; Edna Turner. Middle row: Scott Hickman; Marilyn WoodY; Darryl Harris; Dari
(assista1'.I instructor). Back row: Jim McRae (instructor); Lindt:J Pace; Tim Purvis; Robi
shown: Karen Silccra.

Caught Doing Something R

O

n the last day of May, twelve
BCBSF employees graduated
from the structured COBOL programming class, part of an Informa
tion Systems and Operations (IS&O)
program that provides career oppor
tunities to employees throughout the
corporation who want a career in
Electronic Data Processing (EDP).
This is the third class to graduate in
as many years.
Thirty-four employees have par
ticipated in this training program. All
those who successfully completed
their training have been placed in
computer programming or other data
processing related positions. Gradu
ates of this class will eventually
become entry-level computer pro
grammers or enter areas of EDP as
an entry-level employee.
The program is open to all
BCBSF employees. If you're inter
ested, fill out an internal application
just as you would for any other job
here. The next class is scheduled to
begin third quarter. Call Jim McRae
for more details at (904) 79 1 -6745.

Caught by the carMra after they were "caught doing something righJ." Front row, L-R: ,
Beaufort, Barbara Hayes, Belindt:J Mitroslcy, Lani L. S. Love, Marilyn Daughtry, Diane 1
Deanna Shunnarah. Middle row, L-R: Carol Gile, Keith Lewis, Patrice Frazier, Adrien11
Jan Green, Carol Y. Perry, Barbara H. Johnson. Back Row, L-R: Marion Richardson, P
Gammons, Brenda Robinson, Jerrilyn Brown, Maureen Moore, Susie E. Basso, Lori Bai
Aberly.

.,

Never too ma11
Joe Wellman a
Nunn show off
baudfor the ,
of the custome
�l awards. Behin
from L-R: Hui
Mcilwain, Loe,
Membership &
BoMie Flowe,
Marut Operal
Jackie Jon.es, l
Training; Sha,
Massey, Local
Operations; K,
Local Group },
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ty No More

Virginia Gail Crawford,
blic Relations Specialist

:bruary of 1989, Valarie
:terhouse, supervisor of
aims for Blue Cross and
ield of Florida. first withe coronation of the Woman
ear for the Jacksonville
-Call" chapter of the Ameri
iness Women's Association
).

�. Dexterhouse set a goal to
earn that prestigious title.
d she know that during the
r she would become vice
t of the "Port-O-Call"
md also the 1990-91 Woman
ear.
d made up my mind to
Woman of the Year some
id Dexterhouse. "I never
it would be the next year. I
� [ABWA] in June of '88,
surprised."

Each chapter of the ABWA
annually elects one member of its
chapter as Woman of the Year. This
member is selected on the basis
of business experience and accom
plishment, ABWA participation,
education and special interests.
According to her co-members,
Dexterhouse met all of the require
ments.
"Valarie has been a worker in our

CAREER CORNER
Seeking_ Small-Group Lead ers

(very small group will produce emerging leaders who haven't
led control of the group -- but soon can. To identify the emerging
r, look for people who:
d to speak more than others in the group and come up with more
deas.
to organize the group by giving it structure, setting its agenda and
sting tasks.
ate a climate that makes members of the group want to stay in the
, even if they're not always happy with group actions.
as gatekeepers for controlling talk and information flow. Example:
�-third of a group of juries studied, the first person who spoke, who
o organize things, and who held a central view was elected to head
ry.
'o be more persuasive, align yourself with an emerging leader -- or
1e one yourself.
Persuasive Commwaication, by Erwin P. Bettinghaus and Michael J. Cody, Holt,
� and Winston, 383 Madison Ave., New York, NY 1 0017.

�y 1990

chapter from the night she joined,"
said Eloise Shull, chairman of the
Woman of the Year committee. "She
volunteers to help each and every
member, and to my knowledge, I've
never heard her say the word 'no."'
Dexterhouse also realizes the im
portance of motivating others to help
them grow personally and profession
ally.
"I'm a serious businesswoman,"
said Dexterhouse. "I guess I tell
people that I love to do for them if
they'll try to do for themselves. I look
at all aspects of any situation and
give my total self to my business.
I'm serious, but I expect people to do
their job -- what they're capable of
doing."
"I'm basically a shy person, but
I'm gaining confidence in myself,"
said Dexterhouse. "I've forced
myself to get out and talk to people.
I've a long way to go, but I've met a
lot of friends."
"ABWA put me on the social
committee, and I had to greet people
at the door and talk with them," said
Dexterhouse. "That was probably the
best thing they could have done for
me."
In addition to becoming active in
the ABWA, Dexterhouse is the
current secretary of BCBSF Employ
ees Club, has been active with the
March of Dimes and the American
Cancer Society.
She also has won two VIP
awards for Direct Market Operations
atBCBSF.
Her accomplishments, says Dex
terhouse, challenge her to do even
more.
"I wish more people would take
the opportunity to get involved
with something that would bring out
their possibilities and potential, and
not just accept the least of them
selves," she said. "They can attain a
lot of satisfaction in gaining some
thing. You never accomplish
anything if you don't try something."

With the children: Mike Jeffries, operations managerfor St. Vincent's Family Medical Centers,
Ken Sellers, regional vice president; and Nancy DeCray, director of the B oys and Girls Clubs of
Northeast Florida.

A Healthy
Start
By Karen Morris,
Community Relations

roensure that more Jacksonville

I �ea children get adequate

preventive health care, Blue Cross
and Blue Shield of Florida and St
Vincent's Medical Center have
teamed up to provide free health
screenings for Boys and Girls Clubs
members.
"We need to be sure that
Jacksonville's children have a
healthy start in life," said Ken
Sellers, president of the Board of Di
rectors of the Boys and Girls Clubs
of Northeast Florida and regional
vice president ofBCBSF. "Getting
appropriate early medical attention is
key to becoming a healthy adult."
Through December, the St Vin
cent's Wellness Wagon is traveling
to Jacksonville Boys and Girls Clubs
sites to screen approximately 600
children for height, weight, anemia,
diabetes, blood pressure and visual
acuity.
Of the 186 children already
screened, 36 percent have been
identified as having a medical
problem. "The tests have found
youngsters with high blood pressure,

anemia and lots of vision problems
that they weren't aware of before.
BCBSF is making a positive impact
on these young lives by our involve
ment in this program," Sellers said.
"We first realized there was a
problem among these young people
when we conducted camp physicals
and few of the children passed each
screening. We are proud to be co
sponsors of a program that fosters
healthier children," said Mary Alice
Phelan, director of Community
Relations at St. Vincent's.
About 3,000 boys and girls, ages
six to eighteen, belong to eight Boys
and Girls Clubs centers in the
Jacksonville area. For $5 a year, the
children have a safe place to congre
gate, enjoy sports activities, arts and
crafts, tutoring and homework help.

PPS Program
Progessing
Well
By Marianne Elden,
Media Relations
� Payment for Professional
/ S;rvices (PPS) program, piloting
in the Orlando tri-county area, has
signed up 1,200 physicians.
"We approached our six-week

goal of 1,000 contracts much sooner
than we anticipated," said Peter
Burchett, Central Region vice
president. "It just proves that we
have a good program supported by
good people -- the PPS solicitation
team composed of representatives
from all regions, the home office and
my staff."
One of the solicitation team
members, Robert Clark, Health
Industry Field Operations representa
tive from the West Coast region,
attributes the success of signing up
physicians in the PPS program
to the high level of BCBSF field
understanding and camaraderie
among the region representatives.
"Most of us volunteered to work on
PPS and have worked together before
on other physician contracting
programs," he said.
"Initially we were prepared for
some hard-core selling, but so far
most of the physicians just needed a
reminder call and answers to some
basic questions, such as how this
program changes their U CR con
tract," said Deborah Boutwell,
medical services representative/
auditor in the Northwest region and
solicitation team member. "We are
prepared to step up our efforts if the
situation warrants it."
"To organize ourselves in
contacting these physicians, we
assigned three solicitation team
captains the responsibility for
managing different groups of
physicians, doctors of osteopathy,
chiropractors, oral surgeons, podia
trists and psychologists," said
Karen Earle of the Professional
Health Care Programs department
"That way each captain could keep
track of which physicians were not
responding to the PPS solicitation
effort and determine next steps," she
said.
The program will be operational
in the Orlando area Sept 15, with
statewide rollout expected during
199 1. If you would like more
information about the PPS program,
contact Bruce Kujawa at (904) 79 16828, or Karen Earle at (904) 79 16127.
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Image
Tracking
Highlights
� 1990 Image Tracking Study

I results are in, and there is good

news and bad news.
The good news for Blue Cross
and Blue Shield of Florida is good
news for the health care industry in
general. Overall, consumers feel less
negative about insurance companies
and think that insurance rate in
creases are related to rising costs, not
insurance company greed.
Not so good is the fact that
business decision makers have less
positive feelings about insurers than
the general public does.
In fact, 34 percent of the
decision makers have an unfavorable
impression of us, a factor that can be
seen as a problem.
High Recognition
BCBSF has the highest recogni
tion of any health insurance com
pany, which is both an advantage and
a disadvantage for us. Due to high
awareness -- 43 percent of the
general population is likely to cite us
as the first insurance company that
comes to mind -- people are more
likely to have an opinion about
BCBSF one way or the other. That
means that people either love us or
they don't
Competitive Edge
The bottom line seems to sug
gest that we are losing some of our
competitive advantage, both in terms
of overall image and trend indicators.
With more favorable and unfa
vorable opinions than our competi
tors, we seem to rank below Aetna,
Prudential and Metropolitan.
In two categories, competitor
evaluations have caught up with
those of BCBSF. Prudential is now
neck and neck with us in terms of
being perceived as well managed,

10 JULY 1990

and has jumped ahead of us in terms
of being perceived as financially
sound.
Regional Differences
Perceptions of BCBSF still vary
significantly among the regions,
although some changes have oc
curred since last year.
Favorable ratings are up for all
the regions on factors such as
processing claims quickly, providing
good customer service and being
financially sound.
• The West Coast region showed the
most progress on customer service
indicators.
• In the Northwest region, we made
progress in terms of being seen as a
leader in the health care industry,
being financially sound and well
managed.
• In the Northeast region, we are seen
as providing good customer service
and as offering high quality health

care at a reasonable cost
• In the Central region, we made
progress in perceptions of leadership,
offering tlie kind of coverage people
need and providing high-quality
health care at a reasonable cost
• In the Southern region, we show a
slight improvement on each factor.
Image Tracking Methods
To collect the data for the
survey, Frederick/Schneiders, Inc., a
Washington-based research firm, in
cooperation with the Market Re
search department, conducted three
surveys for BCBSF. The first polled
2,029 Floridians over the age of 18;
the second tapped 268 BCBSF
business subscribers and the third
focused on 400 business decision
makers who are not BCBSF custom
ers.
Complete results of the 1990
Image Tracking Study are available
in the Corporate Library.

On The Move

Checking Cus
tomer Service

customer that previously took weeks
to locate. For example:
• When the check was issued
• The name and address on the check
• The check's current status -
B y Nancy Alexander, Finance
cashed, stopped,
outstanding,
Systems Replacement Project
cancelled
or
replaced
Coordinator
• The date it was cashed, stopped
replaced or cancelled
"The new file will be extremely
• The replacement check number
helpful in satisfying our customers."
• The claim detail -- contract num
"I wish all new procedures were
ber, claim number, patient name,
so well thought out before they are
service date and amount paid -- on
implemented."
the other claims paid by the check.
"....this system will save a
If the customer still requires
considerable amount of time and
Bank Reconciliation* services, such
work for everyone."
as a photocopy of the cancelled
"I can't wait to begin using it!"
check or a replacement of the check,
ustomer Service Representatives these services are requested through
this transaction. The CSR merely
� are excited and enthusiastic
has to key the requestor data, enter a
about the Finance department's new
Check Inquiry/Service Request trans "Y" by the service option needed,
make name and address changes
action.
needed for the replacement requisi
This new transaction displays
check data from the Check Detail file tion and press enter. The request will
be produced by the system and
and claims data on up to five claims
delivered to the Bank Reconciliation
from the Common History file. All
department the next day.
the CSR has to do is locate the
This system eliminates the need
claims detail record on the Common
History file, key = 1790 and press the to complete the four-part replace
ment requisition or to pull the
enter key. The system uses the bank
microfilm backup. It prints a
account and check number found on
summary of all claims paid by the
the claim record to extract and
check on the automated replacement
display the check and claim details.
At the touch of the enter key, the requisition and claims credit request
It also provides a separate claims
CSR can share information with the

/J

Next month in Profile: All About -Relocation. Who's moving
where when; a guide to the Baymeadows area; a look inside
Freedom Commerce Centre and much, much more...

history report that summarize:
claims paid by the check. Thi
can be requested for any chec:
and is ready to be mailed to tl
payee.
The Fin�ce department i
pleased to provide a system tc
Customer Service areas that d
cally improves their ability to
our customers superior service
feel that the efforts extended 1
our systems personnel and ow
representatives were the drivi1
that enabled this team to deve
superior product
CSRs in the home office
received manuals and trainin!J
June; CSRs in the branch offi
should be completely trained ·
end of August. If you think th
may need to use this transacti,
you have not been trained or �
not have the manual, please c,
the Project Coordinator, Nanc
Alexander, at 791-8034.
*The Bank Reconciliatio1
department services all bank ,
counts except Medicare B anc
current HOI. HOI will be adc
when the new SEAKO systerr
implemented. ■

MARKET RESEARCJ
UPDATE
Work on the second phase <
Market Research's Customt:
Service project is complete.
this round of research, focu
groups were held with BCE
HOI customers to determini
what customers expect of u
With the data collected, M,
Research has produced ano·
report and a video that prm
details concerning access, i
action, action and results
between us and our custom
Contact Market Research t<
schedule a presention of th(
minute video or to receive ;
copy of the report
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Blue Cross and Blue Shield of Florida
Nurses
IF YOU'RE INTERESTED IN PARTICIPATING IN OUR CORPORATE
CARING PROGRAM, PLEASE RETURN THIS CARD TO:

PAT FITZPATRICK
EMPLOYEE RELATIONS
1 TOWER
RIVERSIDE COMPLEX

WHERE ARE YOU?
Name--------------Department____________
Phone---------------

circle one: R.N. or L.P.N

To provide our nurses with convenient access to C.E.U. credit at no cost, we are in the proc ess of obtaining
a corporate C.E.U. provider number. Please fill out this card and return it. Help make our C.E.U. project a
success !

WANTED: EMPLOYEE VOLUNTEERS

THE CORPORATE CARING PROGRAM OF BLUE CROSS AND
BLUE SHIELD OF FLORIDA IS SEARCHING FOR NEW FACES AND
FRESH NEW IDEAS. (NOT TO MENTION A FEW EXTRA HANDS ! )

Nurses, return your reply card to:
Nancy Henley
Utilization Management (UBM)
(904) 739-45 1 8

:J-{ow Jl6out 'YO'll?!
Yes! I'm interested in our Corporate Caring Program!

Name______________________
Location____________________
Hours available__________________
S pecial interests or talents ______________
Phone number/home_______work________

WANTED: EMPLOYEE VOLUNTEERS
THE CORPORATE CARING PROGRAM OF BLUE CROSS AND
BLUE SHIELD OF FLORIDA IS SEARCHING FOR NEW FACES AND
FRESH NEW IDEAS. (NOT TO MENTION A FEW EXTRA HANDS ! )

Nurses, return your reply card to:
Nancy Henley
Utilization Management (UBM)
(904) 739-45 1 8

1iow J2l.6out 'YO'll?!
Yes! I'm interested i n our Corporate Caring Program!

Name_____________________
Location_____________________
Hours available__________________
S pecial interests or talents _______________
Phone number/home_______work________

Blue Cross and Blue Shield of Florida
Nurses
IF YOU'RE INTERESTED IN PARTICIPATING IN OUR CORPORATE
CARING PROGRAM, PLEASE RETURN THIS CARD TO:
PAT FITZPATRICK
EMPLOYEE RELATIONS
1 TOWER
RIVERSIDE COMPLEX

WHERE ARE yo·
Name--------------Department____________
Phone---------------

circle one: R.N

To provide our nurses with convenient access to C.E.U. credit at no cost, we are in the process
a corporate C.E.U. provider number. Please fill out this card and return it. Help make our C.E.
success!

FLORIDA Focus

Image
fracking
lighlights
990 Image Tracking Study
Its are in, and there is good
l bad news.
good news for Blue Cross
: Shield of Florida is good
the health care industry in
Overall, consumers feel less
about insurance companies
c that insurance rate intre related to rising costs, not
e company greed.
so good is the fact that
decision makers have less
feelings about insurers than
ral public does.
tel, 34 percent of the
makers have an unfavorable
on of us, a factor that can be
1 problem.
High Recognition
JSF has the highest recogni
ny health insurance com1ich is both an advantage and
mtage for us. Due to high
ss -- 43 percent of the
)()pulation is likely to cite us
st insurance company that
, mind -- people are more
have an opinion about
one way or the other. That
1at people either love us or

and has jumped ahead of us in terms
of being perceived as financially
sound.
Regional Diff'erences
Perceptions of BCBSF still vary
significantly among the regions,
although some changes have oc
curred since last year.
Favorable ratings are up for all
the regions on factors such as
processing claims quickly, providing
good customer service and being
financially sound.
• The West Coast region showed the
most progress on customer service
indicators.
• In the Northwest region, we made
progress in terms of being seen as a
leader in the health care industry,
being financially sound and well
managed.
• In the Northeast region, we are seen
as providing good customer service
and as offering high quality health

care at a reasonable cost
• In the Central region, we made
progress in perceptions of leadership,
offering tlie kind of coverage people
need and providing high-quality
health care at a reasonable cost
• In the Southern region, we show a
slight improvement on each factor.
Image Tracking Methods
To collect the data for the
survey, Frederick/Schneiders, Inc., a
Washington-based research firm, in
cooperation with the Market Re
search department, conducted three
surveys for BCBSF. The first polled
2,029 Floridians over the age of 18;
the second tapped 268 BCBSF
business subscribers and the third
focused on 400 business decision
makers who are notBCBSF custom
ers.
Complete results of the 1990
Image Tracking Study are available
in the Corporate Library.

On The Move

_,,y 1990

customer that previously took weeks
to locate. For example:
• When the check was issued
• The name and address on the check
• The check's current status -
By Nancy Alexander, Finance
outstanding, cashed, stopped,
Systems Replacement Project
replaced or cancelled
Coordinator
• The date it was cashed, stopped
replaced or cancelled
"The new file will be extremely
• The replacement check number
helpful in satisfying our customers."
• The claim detail -- contract num
"I wish all new procedures were
ber, claim number, patient name,
so well thought out before they are
service date and amount paid -- on
implemented."
the other claims paid by the check.
"....this system will save a
If the customer still requires
considerable amount of time and
Bank Reconciliation* services, such
work for everyone."
as a photocopy of the cancelled
"I can't wait to begin using it! "
check or a replacement of the check,
ustomer Service Representatives these services are requested through
this transaction. The CSR merely
� are excited and enthusiastic
has to key the requestor data, enter a
about the Finance department's new
Check Inquiry/Service Request trans "Y" by the service option needed,
make name and address changes
action.
needed for the replacement requisi
This new transaction displays
check data from the Check Detail file tion and press enter. The request will
be produced by the system and
and claims data on up to five claims
delivered to the Bank Reconciliation
from the Common History file. All
department the next day.
the CSR has to do is locate the
This system eliminates the need
claims detail record on the Common
History file, key = 1 790 and press the to complete the four-part replace
ment requisition or to pull the
enter key. The system uses the bank
microfilm backup. It prints a
account and check number found on
summary of all claims paid by the
the claim record to extract and
check on the automated replacement
display the check and claim details.
At the touch of the enter key, the requisition and claims credit request
It also provides a separate claims
CSR can share information with the

/J

't

Competitive Edge
bottom line se.ems to sug
we are losing some of our
ive advantage, both in terms
ll image and trend indicators.
1 more favorable and unfa
>pinions than our competi
seem to rank below Aetna,
al and Metropolitan.
vo categories, competitor
ms have caught up with
BCBSF. Prudential is now
l neck with us in terms of
rceived as well managed,

Checking Cus
tomer Service

Next month in Profile: All About•Relocation. Who's moving
where when; a guide to the Baymeadows area; a look inside
Freedom Commerce Centre and much, much more ...

history report that summarizes the
claims paid by the check. This report
can be requested for any check status
and is ready to be mailed to the
payee.
The Fin�ce department is very
pleased to provide a system to our
Customer Service areas that dramati
cally improves their ability to give
our customers superior service. We
feel that the efforts extended by both
our systems personnel and our user
representatives were the driving force
that enabled this team to develop a
superior product
CSRs in the home office
received manuals and training in
June; CSRs in the branch offices
should be completely trained by the
end of August. If you think that you
may need to use this transaction and
you have not been trained or you do
not have the manual, please contact
the Project Coordinator, Nancy
Alexander, at 791-8034.
*The Bank Reconciliation
department services all bank ac
counts except Medicare B and the
current HOI. HOI will be added
when the new SEAKO system is
implemented. ■

MARKET RESEARCH
UPDATE
Work on the second phase of
Market Research's Customer
Service project is complete. In
this round of research, focus
groups were held with BCBSF/
HOI customers to determine
what customers expect of us.
With the data collected, Market
Research has produced another
report and a video that provide
details concerning access, inter
action, action and results
between us and our customers.
Contact Market Research to
schedule a presention of the 25minute video or to receive a
copy of the report
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Shy No More
By Virginia Gail Crawford,
Public Relations Specialist
/n February of 1989, Valarie
Dcxterhouse, supervisor of
HMO claims for Blue Cross and
Blue Shield of Florida, first wit
nessed the coronation of the Woman
of the Year for the Jacksonville
"Port-O-Call" chapter of the Ameri
can Business Women's Association
(ABWA).
There, Dexterhouse set a goal to
one day earn that prestigious title.
Little did she know that during the
next year she would become vice
president of the "Port-O-Call"
chapter and also the 1990-9 1 Woman
of the Year.
"I had made up my mind to
become Woman of the Year some
day," said Dexterhouse. "I never
thought it would be the next year. I
had joined [ABW A] in June of '88,
so I was surprised."

Each chapter of the AB WA
annually elects one member of its
chapter as Woman of the Year. This
member is selected on the basis
of business experience and accom
plishment, AB WA participation,
education and special interests.
According to her co-members,
Dexterhouse met all of the require
ments.
"Valarie has been a worker in our

CAREER CORNER

Seeking_ Small-Group Leaders

Every small group will produce emerging leaders who haven't
assumed control of the group -- but soon can. To identify the emerging
leader, look for people who:
• Tend to speak more than others in the group and come up with more
new ideas.
• Try to organize the group by giving it structure, setting its agenda and
suggesting tasks.
• Create a climate that makes members of the group want to stay in the
group, even if they're not always happy with group actions.
• Act as gatekeepers for controlling talk and information flow. Example:
In one-third of a group of juries studied, the first person who spoke, who
tried to organize things, and who held a central view was elected to head
the jury.
To be more persuasive, align yourself with an emerging leader -- or
become one yourself.

Source: Persuasive Communication, by Erwin P. Bettinghaus and Michael J. Cody, Holt,
Rinehart and Winston, 383 Madison Ave., New York, NY 10017.
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chapter from the night she joined,"
said Eloise Shull, chairman of the
Woman of the Year committee. "She
volunteers to help each and every
member, and to my knowledge, I've
never heard her say the word 'no."'
Dexterhouse also realizes the im
portance of motivating others to help
them grow personally and profession
ally.
'Tm a serious businesswoman,"
said Dexterhouse. "I guess I tell
people that I love to do for them if
they'll try to do for themselves. I look
at all aspects of any situation and
give my total self to my business.
I'm serious, but I expect people to do
their job -- what they're capable of
doing."
'Tm basically a shy person, but
I'm gaining confidence in myself,"
said Dexterhouse. "I've forced
myself to get out and talk to people.
I've a long way to go, but I've met a
lot of friends."
"ABWA put me on the social
committee, and I had to greet people
at the door and talk with them," said
Dexterhouse. "That was probably the
best thing they could have done for
me."
In addition to becoming active in
the ABW A, Dexterhouse is the
current secretary of BCBSF Employ
ees Club, has been active with the
March of Dimes and the American
Cancer Society.
She also has won two VIP
awards for Direct Market Operations
at BCBSF.
Her accomplishments, says Dex
terhouse, challenge her to do even
more.
"I wish more people would take
the opportunity to get involved
with something that would bring out
their possibilities and potential, and
not just accept the least of them
selves," she said. "They can attain a
lot of satisfaction in gaining some
thing. You never accomplish
anything if you don't try something."

With the children: Mi.Jee Jeffries, operations managerfor St. Vincent's Family Medical Centers,
Ken Sellers, regional vice president; and Nancy DeCray, director of the Boys and Girls Clubs of
Northeast Florida.

A Healthy
Start
By Karen Morris,
Community Relations

Toensure that more Jacksonville

I area children get adequate

preventive health care, Blue Cross
and Blue Shield of Florida and St
Vincent's Medical Center have
teamed up to provide free health
screenings for Boys and Girls Clubs
members.
"We need to be sure that
Jacksonville's children have a
healthy start in life," said Ken
Sellers, president of the Board of Di
rectors of the Boys and Girls Clubs
of Northeast Florida and regional
vice president of BCBSF. "Getting
appropriate early medical attention is
key to becoming a healthy adult."
Through December, the St. Vin
cent's Wellness Wagon is traveling
to Jacksonville Boys and Girls Clubs
sites to screen approximately 600
children for height, weight, anemia,
diabetes, blood pressure and visual
acuity.
Of the 1 86 children already
screened, 36 percent have been
identified as having a medical
problem. "The tests have found
youngsters with high blood pressure,

anemia and lots of vision problems
that they weren't aware of before.
BCBSF is making a positive impact
on these young lives by our involve
ment in this program," Sellers said.
"We first realized there was a
problem among these young people
when we conducted camp physicals
and few of the children passed each
screening. We are proud to be co
sponsors of a program that fosters
healthier children," said Mary Alice
Phelan, director of Community
Relations at St. Vincent's.
About 3,000 boys and girls, ages
six to eighteen, belong to eight Boys
and Girls Clubs centers in the
Jacksonville area. For $5 a year, the
children have a safe place to congre
gate, enjoy sports activities, arts and
crafts, tutoring and homework help.

PPS Program
Progessing
Well
By Marianne Elden,
Media Relations
� Payment for Professional
/ S;rvices (PPS) program, piloting
in the Orlando tri-county area, has
signed up 1 ,200 physicians.
"We approached our six-week

goal of 1 ,000 contracts mud
than we anticipated," said Pe
Burchett, Central Region vi,
president. "It just proves tha
have a good program suppofl
good people -- the PPS solici
team composed of represenu
from all regions, the home ol
my staff."
One of the solicitation u
members, Robert Clark, Hea
Industry Field Operations reJ
tive from the West Coast reg
attributes the success of signi
physicians in the PPS prograi
to the high level of BCBSF f
understanding and camarade1
among the region representat
"Most of us volunteered to w
PPS and have worked togeth,
on other physician contractin
programs," he said.
"Initially we were prepai
some hard-core selling, but Si
most of the physicians just m
reminder call and answers to
basic questions, such as how
program changes their UCR 1
tract," said Deborah Boutwel
medical services representati
auditor in the Northwest regi1
solicitation team member. "'
prepared to step up our effort
situation warrants it."
"To organize ourselves i1
contacting these physicians, ,
assigned three solicitation tC<
captains the responsibility f01
managing different groups of
physicians, doctors of osteop:
chiropractors, oral surgeons, :
trists and psychologists," said
Karen Earle of the Profession
Health Care Programs depart
"That way each captain couk
track of which physicians we:
responding to the PPS solicit
effort and determine next steJ
said.
The program will be ope
in the Orlando area Sept 15,
statewide rollout expected du
199 1 . If you would like more
information about the PPS pn
contact Bruce Kujawa at (904
6828, or Karen Earle at (904)
6127.
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The Dirty
Dozen
Graduate

EMPLOYEES ONLY
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�

�ailing All
Volunteers
�Y April McDougall,
ublic Relations Intern

g. That's what Blue Cross
Blue Shield of Florida is all
�aking time out of our usual
�s to help someone a little
unate than we are. U nfortu
ve seem to get so caught up
1ily routine that we often
1ose who are in need of a
ra attention.
,ugh many of you are familiar
I involved in our Corporate
1rogram, we still need new
d extra hands.
porate Caring, a program
� by the Mayor's office, en
s major corporations to adopt
1e city's retirement living fa
" Adopt" does not mean a
.e contributions program.
gram presents an opportunity
loyees to invest their time,
abilities in making a positive
ce in the lives of the residents
:cted retirement facility. The
1 seems to be mutually re. Employees derive as much
i-om the interpersonal sharing
1mitment as do the senior

""y 1990

Blue Cross and Blue Shield of
Florida adopted the Cathedral
Townhouse, located at 501 Ocean
Street, in November of 1983. Since
then, employees of Blue Cross and
Blue Shield of Florida have touched
the lives of several hundred Cathe
dral residents. Various events
sponsored by Blue Cross andBlue
Shield of Florida include Labor Day
and Grandparents Day barbecues,
Halloween parties, Thanksgiving
dinners, Christmas parties, lunch
eons, Sunday dinners and other
rewarding events and activities.
At the start of our Corporate
Caring program, energies were high
and employee involvement and par
ticipation exceeded our expectations.
The spirits of 200 Cathedral
Townhouse guests were boosted to
an all-time high, and Blue Cross and
Blue Shield of Florida employees

who participated were just as thrilled
as those whose lives they touched.
The problem we are facing now
is, what has happened to our Corpo
rate Caring program? Where are all
of our energetic employees? It's now
time to make a difference. Blue
Cross and Blue Shield of Florida
would like to "revitalize" our
Corporate Caring program and show
the residents of Cathedral
Townhouse they have not been
forgotten. To do this, we need those
committed, energetic Blue Cross and
Blue Shield of Florida employees to
volunteer for our next Townhouse
event
For more information on the
Corporate Caring program, call Pat
Fitzpatrick at 79 1-8121. And com
plete the enclosed reply card on
volunteerism -- we need you!

Cartoon Caption Contest

�2

Scott Bushnell, director of Private Business Operations for the North
west region, is also an accomplished cartoonist. All this cartoon needs
is a caption. Can you think of one? Submit your ideas, with your name,
department and phone number clearly marked, to "Cartoon Caption
Contest," c/o Profile, 3C, 532 Riverside Ave., Jacksonville Florida,
32205. The winner will receive a stunning therm os and tote bag.
Contest deadline is August 15, 1990.

By Misti Roshto and James McRae

er 18 weeks, we ate, breathed

r

d slept COBOL (if you're not
an
familiar with computers, that's an
acronym for common Business
Oriented Language.) We are now in
the process of getting reacquainted
with our families, restocking our
pantri:s with groceries and washing
the mounds of laundry that accumu
lated as we juggled work and class.
We spent many late nights strug
gling with COBOL, inspired by the
pineapple book.... wondering if we
would really make it. Our thanks to
Jim McRae and Dan Page, Jim's
assistant for the class, for all their en
couragement and support. They were
right -- we made it. What a relief!
CLOSE FILES. STOP RU N.
GIVE U S A BREAK!
Signed,

Dirty Dozen graduates,fro,u row, L-R: Andrea Jeffery; Remel Howard; Misti Roshlo; Elaine
Newby; Edna Turner. Middle row: Scott Hickman; Marilyn Woods; Darryl Harris; Dan Page
(assistanJ instructor). Back row: Jim McRae (instructor); Linda Pace; Tim Purvis; Robin Lee. Not
shown: Karen Sikora.

Caught Doing Something Right

O

n the last day of May, twelve
BCBSF employees graduated
from the structured COBOL programming class, part of an Informa
tion Systems and Operations (IS&O)
program that provides career oppor
tunities to employees throughout the
corporation who want a career in
Electronic Data Processing (EDP).
This is the third class to graduate in
as many years.
Thirty-four employees have par
ticipated in this training program. All
those who successfully completed
their training have been placed in
computer programming or other data
processing related positions. Gradu
ates of this class will eventually
become entry-level computer pro
grammers or enter areas of EDP as
an entry-level employee.
The program is open to all
BCBSF employees. If you're inter
ested, fill out an internal application
just as you would for any other job
here. The next class is scheduled to
begin third quarter. Call Jim McRae
for more details at (904) 79 1-6745.

Caughl uy the camera after they were ncaughl doing something righl. " Front row, L-R: Sadie
Beaufort, Barbara Hayes, Belinda Mitroslcy, l.Ani L. S. Love, Marilyn Daughlry, Diane Aldrich,
Deanna Shunnarah. Middle row, L-R: Carol Gile, Keith Lewis, Patrice Frazier, Adrienne DeLoera,
Jan Green, Carol Y. Perry, Barbara H. Johnson. Back Row, L-R: Marion Richardson, Patsy
Gammons, Brenda Robinson, Jerrilyn Brown, Maureen Moore, Susie E. Basso, Lori Baugh, Bill
Aberly.

.,

To

Never too many chefs ...
Joe Wellman and John
Nunn show off the cake
bakedfor the recipients
of the customer service
awards. Behind the cake,
fromL-R: Hugh
Md/wain, Local Group
Membership & Billing;
Bonnie Flowers, Direct
Market Operations;
Jackie Jones, PBO
Training; Sharon
Massey, Local Group
Operations; Kay Manley,
Local Group M&B.

-...,�I
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Heart At
Work

Time For
Celebration

By Sue Anne Kever,
manager of Services & Administra
tion, Pensacola

By Virginia Crawford,
Public Relations Specialist
ri.ere were good days. And there
/ �ere bad days. But now, those
involved in the Local Group Market
Operations Customer Alignment
project are celebrating. The region
alization project, which began more
than a year ago, is completed.
The twenty-seven members of
the project team enjoyed dinner,
laughter and praises at a recent
awards presentation.
"We may have underestimated
the barriers, but we also found ways
to get around and overcome them,"
said John Oetjen, director of Private
Business Operations for the West
Florida region. "We're here to

Project team members, standing tall, L-R: Henry Douglas; Joel Smith; Marc Newton.. Down. a step
but still standing: Scott Bushnell; Sharon Massey; Pete DaYis; Maureen Moore; Pat BleYins; Janet
Ghanayem. Sitting: Susan I. Walker; Jo-yce L. Bowman, Roberta Gillette, Karen Farmer.

celebrate the fact that the
regionalization was done and was
done successfully."
"Regionalization has helped us

Congratulations!

Eubonia "Bonnie" Alumpe, a corre
spondence representative in Med A,
and a few of her friends celebrate her
new status as American citizen...
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/ n the northwest region, we take
good health seriously. That's
why we've joined the "Heart at
Work" program of the American
Heart Association.
"Heart at Work" is a comprehen
sive health promotion package that
focuses on risk factor changes in the
workplace. It encourages positive
changes in attitude and behavior
regarding employees' health and
well-being. It teaches employees to
identify the warning signs of a heart
attack and stroke and tells them what
to do when the symptoms occur.
As employees of a health insur
ance company, we see the effects of
poor body maintenance every day. In
the claims we process, the customers
we talk to and the authorization we
give, one message is consistent: an
ounce of prevention is worth a pound
of cure.

Top photo, L-R:

Caro/ Pack.,
manager of Med B
ProYider Relations;
EYelyn Colon;
Eubonia "Bonnie "
Alumpe; Anthony
Alumpe; Patty
Buffutgton, BoMie's
former job trainer;
Karen. Zelenk.oY,
director ofMed B
Coffespondence.
Right photo: BoMie
gets a hug from Patty
Buffington..

determine the different peaks of
telephone calls by area," said
Joyce Bowman, project leader and
project manager for West
Florida Operations. "This means we
can maximize resources and better
handle calls."
Though the project is finished,
the spirit apparent in the team's
slogan, "Moving Closer to the
Customer," is alive and well in the
hearts of each project member.
"Every one of us found the
regionalization to be exciting and
challenging," saidBowman. "It's one
of those things that's never been
done before, and it makes
you feel good knowing it can be done
with the help of a lot of good
people."

Darlene McAllister and Diane Mwray are enthusiastic about Pensacola's "Heart at Wor

In Pensacola, Darlene McAllis
ter, Field Group specialist and Diane
Murray, registrar, have taken on the
task of being our "heart at work" co
ordinators. They've distributed
posters and brochures to build
awareness and to promote classes on
heart disease and on CPR training for
infants. Future plans call for blood

MANAGER'S MEMO
Getting bad news to the boss

�

When you must deliver bad news to the boss, try these approaches:
• Remember that the sooner you get the news to the boss, the better.
• H possible, deliver the news in person. This allows you to straighten
out misperceptions.
• Put the bad news up front
• Lay out the facts, offer alternative courses of action and explain your
choice.
• Don't go ahead with a key decision without the boss's approval. Guard
against giving the impression that you're taking over the boss's job.
• Don't blame others if it's your fault. Share information from all
sources who were involved in the problem. Explain if you're merely
serving as the messenger.
• After getting the boss's reactions, share needed information with peers
as soon as possible.
• After the problem is resolved, send a memo detailing what was done
and how the problem can be avoided next time.
Source: Walter Kiechel III, reporting in Fortune, Time & Life Building, Rockefeller Center,

New York, NY 1 0020.

pressure and cholesterol chec
exercise and fitness programs
stress reduction and smoking
tion classes.
Participating in this progi
one way we can take responsi
for our health. By reducing 01
eliminating the risk factors th
cause a heart attack or stroke,
lead healthier lifestyles.
We plan to take this prog
one step further ...to our famil
Sharing this education and kn
edge with them has many adv
tages. Not only will we reduc1
family medical expenses, we
also improve the quality of lif
each of our loved ones.
Another possibility that v
be mutually beneficial is to pt
this education for the groups
insure.
If you're interested in the
at Work" program, contact yo
heart association for informati

1L1i!
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HEARTAT WC
PRO]

Left -- Team Blue Cross, bottom row L
R: Dexter Jackson, Curtis Wimberly,
Robert Owens, Doug Brown, Aukn
Woodard, Kenny Purvis. Top row, L-R:
Darryl SmiJh, Josep h Glover, Calvin
Hoch, Tony Sullivan, Rick Sapp . Not
pictured: Bobby Wilson, Larry Bold,
Sean Mahoney, Billy Jones, Robert
Woodward, John Keene.

EMPLOYEES ONLY

UCATION AN D
UCIDATION
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� DS IN TH E
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plastic bottles, billions of glossy mail
order catalogues are produced each
year, and some one billion individual
foil-lined boxes of juice, complete with
shrink wrapping and a plastic-encased
straw on the side, are purchased
annually.

iecycling
akes Sense
By Susan Linze•
rica is suffering from a
·ere case of consumption.
1se? Convenience. A
.ble camera, fast food in a
,am container and a stack of
pers in the garage are all
roducts of our disposable
e disease is filling landfills
he country. The prognosis
planet :Earth has only
ed. Global warming, acid
forestation, ozone deple
fossil fuels and water
,n are the more obvious
ms of an ill-nourished
1ericans throw out approxi160 million tons of garbage
- 3.5 pounds apiece each
e're facing a crisis of
ing proportions -- but it
appen overnight. Environ
sts first warned of it in the
but no one paid much
n. People didn't care about
1g; even if they did there
. much of a market for
i goods.
he meantime, the throw
,ciety grew more dispos
lass has been replaced by
e convenient squeezable

i 1990

What will change?
With one-third of the nation's
landfills approaching capacity within
two years, the Environmental Protec
tion Agency (EPA) has said that
whether people like it or not, recycling
will become a larger part of the
American lifestyle of the 1990s.
After the year I992, the EPA will
define all landfills as hazardous waste
sites and require communities to install
groundwater monitors to regulate
seepage of potentially dangerous
substances into municipal water
supplies.
Call to action
It is time for Americans to develop
a social conscience and do their part to
protect the :Earth. Not so long ago,
Americans were quite capable of using
resources effectively. Remember the
saying, "U se it up, wear it out, make it
do or do without"?
We all have to return to this
preservationist philosophy. Conven
iences may seem to save us time and
money, but the hidden costs are deadly.

Recent statistics show that 80
percent of America's waste
goes into landfills. 11 percent
is recycled and 9 percent is
incinerated.
What can we do?
Recycling seems to be the most
promising solution to the garbage
overflow. Recycling saves energy,
thus reducing acid rain, global
warming and air pollution. Recycling
conserves valuable natural resources
and reduces landfill.
Moreover, there is an immediate
monetary reward for individuals who
recycle glass, paper, plastics, yard
waste, aluminum and other metals.
In 1988, recycling became a
$22-billion-a-year industry. Recy
cling redemption centers are rapidly
gaining popularity in local communi
ties. Aluminum recycling in the
U nited States is at an all-time high.
In 1988, 55 percent of all aluminum
cans -- 42.5 billion annually -- were
recycled by consumers.
More can be done, however.
Americans still throw out enough
aluminum every three months to
rebuild the nation's entire airline
fleet.
If the monetary reward is not
reason enough to take action, think
about the future generations of your
family. Shouldn't they enjoy the
same environment and resources you
enjoy today?
• Susan Linz.e prepared this article for A.JTE,
a weekly economic newsletter published by the
Adolph Coors Company.

Next time:
What is Blue Cross and Blue
Shield of Florida doing to
recycle? And how can you
participate?

Below •· the Women's team, kneeling , left to
righl: Donna Martin, Nina Norman, Valaru
Smith, Cheryl Burr, Carol Berry, Vickie
Newkirk and Debbu Eason. Standing, left to
right: Tammy Yale (coach), Tootie Pearson,
Trish Smith, Lois Dowling, Lori Averitt,
Seprina Lewis, Debbie McLane (coach), Rita
Wynn, Karen Sikora, Susan Waltrip, Jackie
Crockett. Not pictured: Al�aMr Glover.

Softball
Champs
Women's Team
During the Memorial Day Weekend,
the Aorida II Women participated in
theBlue Cross andBlue Shield
Southeastern Softball Tournament in
Jackson, Mississippi.
They lost their first game to the
South Carolina Plan, then battled
back and defeated South Carolina on
their second meeting.
They placed second in the two
day tournament after losing to the
Louisiana Plan. For more informa
tion about the team, call coach
Debbie McLane.
Men's Team
TeamBlue Cross kept a 12-year
winning streak alive as they went
undefeated at the annual BCBSF
Southeast Regional Softball tourna
ment in Jackson, Mississippi.
They defeated Blue Cross and
Blue Shield of South Carolina and
Blue Cross of Mississippi in late
innings with "come-from-behind"
victories.
In city league competition, they
are 17 and 3 and undefeated in
second-half competition. Currently,
they are preparing to compete for the
ISA Industrial National Champion
ship in Atlanta, Georgia on August
17-19.
For more information on Team
Blue Cross, call Rick Sapp.

Welcome!

O

By Mickey Rugg,
Manager of Engineering
and Building Services

n July 2, Andrea Russo became
ARA's new director of Food
Services in the home office. Russo
comes to us from Miami where she
spent the past four years as the
Dining Service Director in the
company headquarters of the Ryder
Corporation.
Russo's impressive experience
and service record began when she
joined ARA Corporation in October
1981. Her first assignment was
working in food services for the U ni
versity of North Carolina. Russo has
a B.S. degree in Food Service and
Housing Administration from

Pennsylvania State U niversity.
We look forward to working
with her and hope she finds Blue
Cross and Blue Shield of Aorida a
rewarding place to work.
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FOR YOUR BENEFIT
Dispensary Services

In response to employee requests, improvements have been made in the
Dispensary to provide for our dynamic employee population. In addition
to the Dispensary located in the Riverside building, a Dispensary will be
provided at Freedom Commerce Centre. We currently are gathering
information to respond to medical services needed at other locations.
Dispensary Hours
The Dispensary is open for routine visits Monday through Friday
from 9 a.m. to 1 2 noon. However, the Corporate Nurse, Brenda San
chez-Short, is available from 8:30 a.m. to 5:30 p.m. weekdays for emer
gencies and appointments. She can also be reached at (904) 79 1-6438
during these hours.
Dispensary Services
Routine care and consultation for employees is available in the
Dispensary or by phone, weekdays from 9 a.m. until 12 noon. This
includes taking blood pressures, providing general health information,
and consulting with employees for health-related problems (generally
minor illnesses such as colds or flu symptoms). We're not here to diag
nose conditions nor are we able to serve as a substitute for a visit to a
physician.
Emergency Procedure
In the case of serious injuries or illness (occurring at the Home
Office) that require immediate attention, whether it be an employee,
customer or visitor, you should first contact Security, at ext. 1000.
Security will respond to provide prompt assistance and will contact the
Corporate Nurse. The Corporate Nurse, if available, will provide
nursing assistance. If the situation requires additional medical care or if
there is doubt about the condition of the injured or ill individual,
Security will contact 9 1 1. If you are in other office locations not
supported by our Security staff you can get help in an emergency by
contacting your local emergency assistance numbers.
Work-related Injuries -- Non Emergency
All injuries (except those requiring emergency assistance as described
above) that occur in the workplace are to be reported to the Dispensary
during the hours of 8:30 a.m. to 5:30 p.m. The Corporate Nurse will
complete the necessary reports and file them with our Workers Compen
sation insurance carrier. If you are at the Home Office, the nurse will
also provide an initial evaluation and first aid if required. If the injury
requires the evaluation of a physician or treatment beyond basic first
aid, the injured party is to go to a physician or facility (including
emergency rooms) of our choice. In the event that the Corporate Nurse
is unavailable for whatever reason (after-hours, off-site, handling
another emergency, etc.), notify Security and they will provide assis
tance. In all situations, the injured individual is to receive the needed
medical attention first, and then report to the Dispensary within the next
working day so that timely follow-up can be completed.
Please Note: Due to emergencies, situations will arise where we will be
unable to provide the usual services. If you have any questions or
comments about the Dispensary services or hours, please contact Brenda
Short, R.N., ext. 6438 or Doug Green, ext. 6635.
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IN THE SPOTLIGHT

Service
Anniversaries
The following employees (with
their job title and location noted)
are celebrating service anniversa
ries in July:
5 Jears
Lila S. Bajalia, Secretary A, 1 T
Jacqueline S. Barnhardt,
Sr. Operations Analyst, 7C
Anthony A. Benevento, Director
Customer Service, 5C
Annette E. Brew, Collection
Specialist, 1 1 T
Cathy D. Bryan, Operations
Analyst I, llT
Joseph W. Bryant, Regional
Marketing Director, FTL
Roy L. Christian, Jr., Claims
Examiner B, 17T
Luana L. Croll, Operations Analyst
II, RIV
Valencia A. Gallman, Correspon
dence Rep. B, SWD
Marcia P. Grange, Claims Exam
iner B, 16T
Carol D. Guthrie, Medical Staff
Asst., UBM
Anita K. Henderson, Claims
Examiner B, 17T
Margaret L. Ingram, Inst. Audit
Sys. Analyst, 2C
Valerie H. Jackson, Correspon
dence Rep. A, 19T
D. Elaine Kern, U nit Manager, GIL
Lisa C. King, Customer Service
Rep. A, 19T
Debra S. MacClennan, Dir. Rate
Rev. Audit, 18T
James A. Mandeville, Supv. Acctg.,
llT
Craig A. Mears, Health Industry
Analyst, HTF
Susan Monti, Manager U tilization
Management, HMO, TAM
Gregory C. Neeld, Claim Exam
iner, Med B, SWD
Leanne M. Ngo, Claim Examiner,
14T

"The core implementation -- the
basics -- will happen in August," said
Kathy Orr, director of Compensation
& Benefits. "What this sets us up for
in the future is exciting."
Some of the changes taking
place this August will be those to the
timesheet, payroll check and internal
application. New features to look for
include direct deposit, a user's
manual, and Employee Change
Notification (ECN) and Employee
Personal Status Change (EPSC)
forms, which together replace the
employee profile.

Training is an essential part
of the success for the Payroll
Human Resource System
project.
These changes are possible
because of the implementation
of a new computer system. This
system will allow PHRS "to better
integrate with other systems in the
company," and it will also show
"how one part of the company can
financially impact another," said Orr.
The advantage of having an new,
integrated system is that it "will help
the Human Resource Division, the
Finance Division and Information
Systems and Operations to work
more effectively together to better
serve the employees," said
Mike Butler, director of Finance
Systems Project
The current computer system is
more than 15 years old. And
although age is not synonymous with
inaccuracy, the investment in a new,
more sophisticated system was

considered essential to support the
continued growth of the company.
"This change grew out of the
company's need to do a better job of
managing financial and human
resources," said Bob Teal, Human
Resource project leader.
Indeed, this particular "launch"
is actually part of a much larger
mission -- the Human Resource
Improvement Project (see "Winds of
Change," page 3).
But the bottom line for the
PHRS changes is the emphasis on
better service to the customer -- that
means you.
"We're a service area and our
customers are the employees of Blue
Cross and Blue Shield of Florida,"

The bottom line for the
PHRS changes is the empha
sis on better service to the
customer -- that means you.
said Deborah Martin, manager of
Cash Receipts and Disbursements.
"That is the reason the whole
concept was developed. Our current
systems were outdated and could not
keep up with the needs of our
customers."
Phil Mobley, PHRS project man
ager, reinforced one of the advan
tages of the upcoming PHRS
changes.
"The advantage to the employ
ees is that we will be better able to
serve them with more timely report
ing," Mobley said. And timely
reporting is part of the superior cus
tomer service thatBCBSF strives for.
But timeliness begins with the em
ployees' understanding of the new

Payroll and Human Resource
and procedures.
"Employees have a resp<
ity to help areas of Human R
and Payroll keep records as a
as possible," said Jane Fisher
project leader.
The new forms should h1
maintain accurate, up-to-date
because the employees will r
the opportunity to complete �
the information that, in the p,
been completed by managers
"The employees will hm

Employees will now h�
opportunity to comple1
of the information that
past, has been comple
managers.

own information sheet," said
"Personal information such a
insurance, emergency inform
spouse information and varic
things will be on a separate s
the employees can complete
send it in themselves."
Because there will be m:
changes, training is an essen1
of the success for the PHRS J
During the training period, A
17, testing of the new forms .
procedures is crucial. Memb
the project team request patic
cooperation during this time.
"Expect some errors, bu1
get frustrated," said Mobley.
can compare testing with an
tant mother. It's a lot of wor
in the end, we'll have a beau
baby."
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II notice the changes right away -- more efficient timesheets, a revised appli
n for internal jobs, a new paycheck or no paycheck at all if you prefer Direct
[)S it. There's no question the new Payroll and Human Resource System project will benefit you. The only question is:

_,y 1990

Are 'rau
m,ss,an
Aeady ?
Soon, very soon, the technology of the future -- an

employee information system -- will exist at your
fingertips.
The day will come when sophisticated computer
systems equipment at Blue Cross and Blue Shield of
Florida will keep track of employee progress in the
company for career pathing. Personal computer input
will replace hand-written job applications. And auto
mated job listings will replace bulletin board postings.
These and other futuristic changes will occur soon.
How soon? By the end of 1991.
The Payroll and Human Resource System (PHRS)
has made this new technology possible. PHRS is a
management and information system designed to
support the continued growth of Blue Cross and Blue
Shield of Florida. Its purpose is to help BCBSF
accomplish a better job of managing financial and
human resources. Launch date for the PHRS project
is this August.
By Virginia Crawford,
Public Relations Specialist

Wilma S. Oglesby, Reimb. Comm.
Spec. Med B, SWD
Bennie L. Osborne, Supv. Med B
Claims Processing, 14T
Rex P. Richard, Reimb. Comm.
Spec. Med B, SWD
Terry L. Spicer, Customer Service
Rep. B, 19T
Bruce J. Stark, Health Industry
Analyst, 18T
Sherryl D. Taylor, Claims Service
Rep. I, 9C
Felita Y. Tutt, Claims Examiner A,
16T
Mary A. Waite, Systems Analyst II,
IOT
Joanne Y. Ware, Claims Examiner
B, 16T
Cynthia M. Washington, Corre
spondence Rep. B, SWD
Victoria L. Wiles, Claims Service
Rep. III, 9C
Alice D. Williams, Claims Exam
iner B, 14T
Deborah F. Williams, Manager
Comp & Benefits OPS, 1T
Jeffry R. Wollitz, Public Affairs
Specialist IV, 19T
Stephanie A. Wynn, Claims Exam
iner B, 16T
10 years
Gene A. Bacon, Safety & Security
Officer, IT
Eli7.abeth P. Boyd, Mgr EDP
Systems & Prog, IOC
Raquel Cortes, Customer Service
RepB, MIA
Cheryl G. Kirkland, Fraud &
Abuse, Analyst, SWD
Janet Morris, Mng Other Carrier
Liability, 6T
Renee Rogers, RTI Clerk, JMA
Linda S. Sikes, Oper Analyst II,
15T

15 )'ears
Jean E. Aman, Claims Service Rep
IV, 7T
Richard L. Harp, Info. Service
Analyst, 9T
Diane S. Kirkland, Mgr. Oper/
Information Sup., 9C
Mary A. Nutter, Field Svc. Rep.
Maj. Accts., FTL
Carl B. Stone, Dir. PPO Admin. &
Support, JPP
20 years
Vicki J. Bates, Administration
Spec., MIA
Maureena J. Brunty, Field
Service Rep-HMO, ORL
James A. Dundon, Technical
Analyst II, IOC

New
Employees
(Full-time employees hired
through June 15, 1990)
Mitchell Akins, Medical Analyst,
Med B Comm., SWD
James J. Beck, Sr. Fin/OP Internal
Audit, 3C
Luanne Bell Walker, Managed
Care Coordinator, UBM
Spencia K. Belton, Customer
Service Rep. B, 5T
Michelle L. Bennett, Customer
Service Rep. A, 19T
Kristy E. Black, Claims Service
Rep. Trainee, 4T
Cyndi A. Blackwell, Claims
Service Rep. Trainee, 5T
Tracy A. Bordinat, Claims Service
Rep.B, 4T

Carla L. Brinck, Customer Service
Aaron C. Brown, Customer Service
Rep A, 19T
JeanMarie D. Burke, Sr. Telecom
muncation Network Opr., SC
Wendy S. Burris, Group Acct
Specialist, 6C
Karen A. Canedy, Clerk C, 7C
Stephanie R. Carter, Clerk Typist A,
3T
Patricia A. Casado, Certification
Nurse, HOSP, MIA
Judy A. Chapman, SecretaryB, JPA
Vera J. Christopher, Claims Service
Rep Trainee, 5T
Pamela D. Connard, Claims Service
Rep Trainee, 5T
James A. Conner, Supv Payroll, 11 T
Leah G. Cowen, Customer Service
Rep B, 4T
Debbie L. Cox, Claims Service Rep B,
4T
Wendy L. Dennis, Customer Service
RepB, 5T
Tracey D. Douglas, Image Entry
Operator, SWD
Martin Dowda, Methods Analyst, 9C
Julie D. Gay, Methods Analyst II, 15T
Marilyn J. Goralczyk, Micrographics
Prod Clerk, 4C
Nabet M. Gray, Clerk B, 5C
Charles A. Hammaker, Jr., Dir of
Security and Asset Protection, 1T
Colleen A. Harper, Health Industry
Analyst, UBM
Betty L. Henson, Claims Service Rep
Trainee, 7T
Tara L. Irwin, Customer Service Rep
B, 5T
Joyce M. Jackson, Claims Service
Rep Trainee, 5T
Dawn M. Jarrell, File Clerk, 5C
Ethan Kurland, Sr Systems Analyst,
IOC
Betty D. Lee, Customer Service Rep
A, 19T
James D. Lyles, Programmer Analyst,
IOT
Continued on next page

ATTENTION
If your name, title or location is not correct� please contact HRIC directly or send the
changes in writing to me. This updated listing of anniversaries and new employees is pro
vided on a monthly basis and is the most accurate data HRIC has available by Profile
publication deadline.
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Christina E. Maher, Claims Service
Rep Trainee, 7T
Marie M. Maher, Claims Service
Rep Trainee, 7T
Mark D. Mason, Computer Opera
tor, 8T
Karyn R. McMillin, Micrographics
Prod Clk, 4C
Barbara A. McQueen, Data Entry
Operator, 5C
Deniece C. Moore, Customer
Service Rep B, 5T
Gabrielle Moore, Control Clerk B,
SWD
Edward R. Moranz, Ill
Charles M. Napier, Programmer
Analyt, I0T
Alice S. Nelson, Claims Service Rep
Trainee, 4T
David B. Onkst, Systems Analyst II,
HTF
Cynthia D. Paschall, Customer
Service Rep B. 4T
Adelia C. Pascual, Medical Review
Analyst RN, 5T

Cynthia E. Peacock, Claims Service
Rep Trainee, 5T
Charles A. Pederson, Systems
Analyst II, 12T
Amanda L. Peery, Customer Service
RepB, 5T
Sandra Putnam, Customer Service
RepB, 5T
Giti B. Reavill, Assoc Programmer
Analyst, IOT
Edward P. Robinson, Jr., Sr Fin/
Op, Internal Audit, JPR
Angela M. Rooks, Secretary A, JPR
Victor J. Salzer, Systems Analyst II,
IOT
Dorcas L. Sizemore, Claims
Examiner B, TAM
Maggie J. Smith Dorman, Manager
MDSS Projects. GIL
Berri Smokes, Control Clerk A, 14T
Robin L. Stewart, Customer Service
Rep A, 19T
Alexander T. Suto, Methods Analyst
SR, 7C

FROM THE TOP
Sandra L. Taylor, Operations
Analyst II, HTF
Frederick C. Tims, Methods Analyst
II, 9C
Cynthia J. Vincent, U tilization
Review Coordinator, TAM
Queenie W. Walker, Acctg Clk.B,
llT
Kristi J. Walser, Customer Service
RepB, 7T
Donald R. Wells, Manager Em
ployee Relations, IT
Janet S. Wells, Ind Benefit Coord.,
MIA
Brenda G. White, Micrographics
Prod Clerk, 4C
Donna J. Williams, Acctg Clerk B,
llT
Regina E. Williams, Acctg Clerk C,
2C
Shirley A. Winn, Housekeeper, IC
Robert L. Woodard, Customer
Service Rep B., 5T
Sherri D. Woods, Group Acct
Specialist, 6C I

Profile magazine readership survey conducted June 1990. Totals based on cards returned by July 20.*

1 . Do you find Profile informative?
Very informative
46 percent

Somewhat informative
52 percent

Not very informative
2 percent

2. Do you think the information in Profile is useful to you?
Very useful
32 percent

Somewhat useful Not very useful
7 percent
60 percent

Not at all informative
0 percent

Not at all useful
I percent

3. How much time do you spend reading Profile?
5 minutes or less 6 to 1 0 minutes 1 1 to 1 5 minutes More than 1 5 minutes
27 percent
3 percent
36 percent
34 percent
4. Overall, do you like the editorial content, the illustrations and the photographs used in Profile?
No
Yes
5 percent
95 percent

5. Which category best describes your job level?
Non-exempt
42 percent

Exempt/professional
34 percent

Management
23 percent

Note: Thanks to all who sent in response cards; your comments are very helpful and appreciated!
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Other (please specify)
I percent

Winds Of Change
By Mike Johnson, vice president of Human Resources

Ahange is unsettling and even a
l.i'1ittle alarming, but when
managed well, it can bring about im
provements that benefit all. That's
the aim of the Human Resource Im
provement Project (HRIP).
Back in March of 1990, a Task
Force consisting of members of
executive staff and the Human
Resources Division (HRD) got
together to discuss problems and
opportunities for improving the
management of the company's
human resources.
The Task Force carefully
examined the programs, policies and
practices already in place in the
Human Resource Division and
recognized that improvements could
be made. For example, there is a
need for supervisory training pro
grams, an enhanced performance
appraisal process and streamlining
the employment process.
Realizing the scope of the
problem was the easy part compared
to collecting all the information the
Task Force needed before initiating
change.
Data from 2 1 different sources -
approximately 350 to 400 people -
were collected, from the field,
executive staff, the Corporate Design
group, vice presidents, Market Seg
ment Teams and a cross section of
supervisors, managers and directors.
Compiling all that information
into manageable pieces was a

monumental task. However this data
has been invaluable to the Task
Force members, who studied it, dis
cussed it, tested it and validated it
over a period of weeks and with
assistance from other groups,
including operating management and
the Corporate Design group.
The depth of analysis conducted
gives us tremendous confidence that
we've identified the problems
accurately. Knowing this, we can
proceed with making the needed
improvements that will help us
provide the high-quality human
resource programs and services that
will enhance our competitiveness in
the marketplace.
We are now finalizing the
objectives for improvement. As we
work on defining the steps we need
to take, identifying who is respon
sible for each step, and begin
implementing the changes, we will
keep you informed of our progress.
We are commited to teaming up
with management to provide the kind
of work environment where we can
achieve our business goals and our
employees can meet their profes
sional goals.
This means growth, not stagna
tion; results oriented, not process
bound; risk taking, not problem

The HRIP Task Force
fully examined the pro:
policies and practices a
in place in the Humai
sources Division and r
nized that improvem
could be made. We w:
provide the high-qm
human resource prog
and services that will e1
our competitiveness i1
marketplace.
avoidance; innovation, not su
quo.
As a company, our succe;
depends on the skills and abil
and attitudes of our employee
values and beliefs and behavi1
key factors to successfully m,
change, recognizing that chan
what progress is all about■
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the cover: Countdown has begun! Getting mission ready is what the PHRS project is all
,ut. See page 4 for details.
ver slide provided courtesy of Jan Flager and the Museum of Science and History.

Serious Stuff
By Rejeanne Davis Ashley

✓ ately, I've been doing lots of

I,,,, thinking.

Mostly because I'm on
crutches and can't do anything else,
but partially because I received some
thought-provoking response cards
after last month's readership survey.
First, let me report that 95
percent of employees who responded
have a positive opinion of Profile and
think it meets their needs. The
features are generally considered
"interesting and easy to read and
related to corporate objectives." The
departments are seen as "relevant and
helpful," and the sidebars get votes
for being "concise and informative."
Of course, being only human, I
prefer to hear good news, so I'm
relieved that most of you who
responded are satisfied with Profile.
That doesn't mean that I'm just going
to share the good stuff with you. I
think some of the negative comments
are very valuable.
One reader, in particular, seems
troubled. He dismisses the bulk of
Profile as "useless," a "waste of
paper, ink and productive time for
the writer and reader." However, he
spends more than 15 minutes reading
each useless issue.
In thinking about this perplexing
irony, I feel compelled to suggest to
this unhappy person a pragmatic
place to put his magazine. You see,
the folks in the SWD building aren't
getting enough copies; I think the
perfect solution would be for him to
send his Profile there so they could
read it instead.
But after more reflection I
realized the situation had more than
one solution. In general, those who
complain the loudest do so because
they lack something I consider vital
to personal happiness: an outlet for
frustration. A voice. The sense that

their opinion matters. Basic freedom
of speech.
I understand how easy it is to
lose perspective if, after repeated
attempts to communicate, you're met
with stony silence, unbudging
bureaucracy, or an uncaring, un
friendly ear.
So, unhappy reader, feel free to
share with me your frustrations. For
you and others like you who feel they
are not heard, I will introduce a
"letters" section in the next issue.
That way, you can get any negative
feelings out of your system, where
they can do nothing but harm if left
unpurged.
In the meantime, any of you who
are frustrated should take a hot bath
and a long nap and you'll feel better.
Really. I do this whenever I can.
Assuming I can't get my hands on
chocolate first.

I'm relieved that most of you
are satisfied. That doesn't
mean that I'm only going to
share the good stuff with you.
I think some of the negative
comments are very valuable.
There were, of course, many
other Thought-Provoking Comments
(TPCs) but one in particular is of real
concern to me and the company as a
whole. One reader thought some
articles were more relevant to "lower
level employees" vs "professional and
management-level employees."
My gut reaction was: well, that's
not true -- Profile is relevant to all
employees, no matter what their job
description is. But my initial response
misses the point. After thinking about
this comment for a few days, I
realized that reader's comment
signifies a deeper truth -- there is a
strong sense of "us" and "them" in
this organization that pits employees
against each other.
Perceptions of inequality --

mostly based on employment levels
-- do exist at BCB SF and they
extend far beyond the confines of the
pages of an employee publication.
At focus groups, in elevators, on
break, and in the courtyard, employ
ees voice frustration with "us" vs
"them" thinking, which, when you
think about it carefully, only hurts
us, individually and collectively.
I am encouraged that this
divisive mentality is on its way out.
As our work force changes with the
times to reflect societal trends, I
think we will see less stratification
and much more cooperation.
Refusal to accept the inevitabil
ity of change is dangerous, even
deadly. Each of us must focus our
sights on working together more har
moniously and with greater apprecia
tion of individual skills and
strengths. We must place less
emphasis on "levels" and more
emphasis on individuals.
Only by recognizing that
differences of opinion, experience
and expertise are valuble, not an
excuse to "classify" people into
certain inflexible categories, will we
make the changes we need to make
if we are to progress.
We are all relevant to this com
pany. ■
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COUNTDOWN
TO CHANGE

Take a tour of your house
or apartment next Satur
day and see who can find
the most safety hazards.
Make it a family project to
fix them during everyone's
time off.

4. Grease build-up around
the stove. Clean it.
5. Potholders, cookbook,
towel on or near burners.
Move them.
8. Burned-out light bulbs,
especially in stairways and
Here are some clues to get entrances. Replace them.
you started:
7. Toys on the stairs,
skates in the hallway,
1. Loose carpet or stairs
left where they were
shoes
and throw rugs that aren't
taken off. Put them away.
secured. Nail them down
and secure with tape. Use 8. Emergency numbers for
nonskid pads under rugs.
police, fire department,
A void small rugs at the
poison control center
tops of stairs.
written on the tele_phone
2. Frayed cords on things book in a drawer. Post
them on or next to every
like lamps, televisions,
food processors, and irons. phone.
Replace them and replace 9. A bundle of oily rags in
any cracked plugs.
the corner of the base
ment. Throw them out.
3. Cords out in the open
that could trip someon�.
, TAKE A BITE OUT OF
Reroute around the penmeter _of the room using ex- t>�
•
··
®
tens10n cords.
..... N'
""'"

The new Payroll and
Human Resource Sys- .�
tern takes off...
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Need more copies of Profile for your department? Contact Larry Williams in the Cor
porate Mailroom by calling (904) 791-6335, or send your address changes to him at
532 Riverside Ave., lC Jacksonville, Florida, 32202.
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